Purdue University

Purdue e-Pubs
Open Access Theses

Theses and Dissertations

Summer 2014

Assessing children's programs in country clubs: A
case of a Midwest country club in the United States
Xiaoying Song
Purdue University

Follow this and additional works at: https://docs.lib.purdue.edu/open_access_theses
Part of the Business Administration, Management, and Operations Commons
Recommended Citation
Song, Xiaoying, "Assessing children's programs in country clubs: A case of a Midwest country club in the United States" (2014). Open
Access Theses. 689.
https://docs.lib.purdue.edu/open_access_theses/689

This document has been made available through Purdue e-Pubs, a service of the Purdue University Libraries. Please contact epubs@purdue.edu for
additional information.

ASSESSING CHILDREN’S PROGRAMS IN COUNTRY CLUBS: A CASE OF A
MIDWEST COUNTRY CLUB IN THE UNITED STATES

A Thesis
Submitted to the Faculty
of
Purdue University
by
Xiaoying Song

In Partial Fulfillment of the
Requirements for the Degree
of
Master of Science

August 2014
Purdue University
West Lafayette, Indiana

ii

To my dearest parents Yaping Hua and Hongbin Song.

谨以此文献给我的父母，华亚萍和宋宏宾

iii

ACKNOWLEDGMENTS

First of all, I would like to take this opportunity to express my profound gratitude
and deep regards to my chair, Dr. Xinran Lehto. I wouldn’t have come so far without your
guidance and support. It was a tough journey but worth it. I enjoyed the moments we spent
in your office discussing research and sharing life experiences. Your work ethic and life
attitude will always inspire me. Thank you Dr. Lehto!
I would also like to express my appreciation to Dr. Carl Behnke and Dr. Richard
Ghiselli for serving on my committee. Thank you Dr. Behnke for helping me shape my
thesis and patiently teaching me how to conduct research and thank you Dr. Ghiselli for
offering industrial perspectives. Your suggestions and effort are highly valued. I felt so
grateful to have you on board.
In addition, a thank you to Mr. Scott Blevins, general manager of the Bloomington
Country Club for his generous support of this study. This thesis would not have been
accomplished without his help. Moreover, thank you for offering me an internship
opportunity in the summer of 2013. That was a milestone in my life, and I really enjoyed
every single day in Bloomington, IL. Thank you Mr. B!
I am so lucky to have met so many wonderful friends during my two years at Purdue
University. Thank you Wei wei, Xiaoxiao Fu, Abby Boggs, Rudy Zuo, Emma Huang,
Guangyuan Zhao, Yan Zhao, Bell Fang, Winnie Luo and Yangxuan Liu for all your
encouragement and support along the way. I would also like to thank Enid Rosenstiel for

iv
her professional editing and hard work on the last two chapters. I wish you a wonderful
trip to China!
My special gratitude goes to my parents, Yaping Hua and Hongbin Song. I hope I
have become a daughter you can be proud of. It is my responsibility to live up to your
expectations and make you happy. Thank you for your enduring love and help.
Last but not least, I would like to thank my boyfriend, Zixing Xin for his patience
and love. I will never forget how you encouraged me, comforted me and accompanied me
during the entire journey. I have had the most wonderful and challenging two years of my
life and I am so glad that I spent those days with you.
Thank you.

v

TABLE OF CONTENTS

Page
ACKNOWLEDGMENTS ................................................................................................. iii
LIST OF TABLES ........................................................................................................... viii
LIST OF FIGURES ........................................................................................................... ix
ABSTRACT........................................................................................................................ x
CHAPTER 1 INTRODUCTION ........................................................................................ 1
CHAPTER 2 LITERATURE REVIEW ............................................................................. 6
2.1 The Private Club Predicament in United States .........................................................6
2.1.1 Declining Membership Numbers ................................................................................6
2.1.2 Challenges for the Club Industry ................................................................................9
2.2 Attempts to Increase Membership Retention ...........................................................11
2.3 Developing Children’s Programs as An Attraction to New Members.....................12
2.3.1 Potential Needs for Children and Family Activities .................................................12
2.3.2 Current Children’s Programs in Country Clubs .......................................................17
2.4 Organized Activities ................................................................................................18
2.4.1 Definition of Organized Activities ...........................................................................18
2.4.2 Benefits for Children to participant in organized activities ......................................19
2.4.3 Benefits for parents and families from organized activities .....................................21
2.5 Evaluating Organized Children’s Activities in Country Club .................................22
2.5.1 CIPP Model ..............................................................................................................22
2.5.2 Measure Memorable Experience ..............................................................................25
2.6 Research Objectives .................................................................................................27
CHAPTER 3 METHODOLOGY ..................................................................................... 28
3.1 Rational of Mixed Methods Case Study Approach .................................................28
3.2 Description of case country club ..............................................................................30

vi
Page
3.2 Instrument Design ....................................................................................................31
3.2.1 Quantitative Method- Survey Design .......................................................................31
3.2.2 Pilot Test ...................................................................................................................35
3.2.3 Qualitative Method ...................................................................................................38
3.3 Participant Observation ............................................................................................42
3.4 Triangulation ............................................................................................................43
CHAPTER 4 RESULTS ................................................................................................... 44
4.1 Sample Profile ..........................................................................................................45
4.2 Parental Motivations of Children’s Programs in Case Country Club ......................45
4.2.1 Overall Parents’ Viewpoints of Motivations ............................................................45
4.2.2 Parental Differences in Motivations .........................................................................46
4.2.3 Program Coordinators’ Understanding of Parental Motivations ..............................47
4.3 Parents’ Perceived Benefits and Experience Values through Children’s Programs in
Case Country Club .........................................................................................................51
4.3.1 Overall Experience Realms ......................................................................................51
4.3.2 Favorite Program ......................................................................................................52
4.3.3 Suggestions for Improvements .................................................................................56
4.4 Program Design and Implementation ......................................................................59
4.4.1 Course Content and Schedule ...................................................................................59
4.4.2 Personnel...................................................................................................................62
4.4.3 Environment and Facilities .......................................................................................64
4.4.4 Monitoring Experience Delivery ..............................................................................64
4.4.5 Extended Activities and Events ................................................................................67
4.5 Social Interactions in Children’s Programs .............................................................69
4.5.1 Interactions between Children and Peers ..................................................................69
4.5.2 Interactions among Family members ........................................................................70
4.5.3 Interactions between Club Members ........................................................................71
CHAPTER 5 CONCLUSION AND DISCUSSION ........................................................ 72
5.1 Overall Results .........................................................................................................73
5.2 Discussion ................................................................................................................76

vii
Page
5.2.1 Factors Contributing to Children’s and Parental Engagement in Junior Programs ..76
5.2.2 Loyalty Building Through Children’s Programs ......................................................85
5.2.3 Systematically Evaluate Children’s Programs in Country Club...............................88
5.2.4 Using Children’s Programs as A Tool to Attract New Members .............................93
5.3 Implications ..............................................................................................................96
5.3.1 Theoretical Implications ...........................................................................................96
5.3.2 Managerial Implications ...........................................................................................96
5.4 Limitations ...............................................................................................................99
5.5 Direction for Future Studies .....................................................................................99
BIBLIOGRAPHY ........................................................................................................... 104
APPENDICES
Appendix A Semi-structure Interview Questions ........................................................... 116
Appendix B Junior Golf Programs 2013 Calendar of Events ......................................... 117

viii

LIST OF TABLES

Table

Page

Table 2.1 Membership Changes and Membership Attrition Rate from 2000 to 2003 ........7
Table 2.2 Membership Changes and Membership Attrition Rate from 2007 to 2010 ........7
Table 2.3 Waiting List Changes ..........................................................................................9
Table 3.1 Survey Design....................................................................................................36
Table 4.1 Demographic Profile of Sampled Families .......................................................45
Table 4.2 Chi-Square Test on Parental Differences of Motivation ...................................47
Table 4.3 Overall evaluation of experience realms ...........................................................51
Table 4.4 Favorite Program ...............................................................................................53
Table 4.5 Tabulation of Comment Themes .......................................................................53
Table 4.6 Tabulation of suggestion themes .......................................................................56
Table 4.7 Program Schedule ..............................................................................................60
Table 5.1 Features of developmental programs .................................................................88
Table 5.2 Country Club Children’s Programs Evaluation Checklist for Coaches ............92

ix

LIST OF FIGURES

Figure

Page

Figure 2.1 Overall Club Satisfaction ................................................................................ 13
Figure 2.2 Good Value for Cost of Membership............................................................... 13
Figure 2.3 Satisfaction vs. Importance Performance Grid ................................................ 15
Figure 3.1 Process of Evaluating Children's Programs in Country .................................. 30
Figure 5.1 Children's Program Evaluation Outline ........................................................... 75
Figure 5.2 Children's Sports Experience Path in Case Country Club ............................... 76
Figure 5.3 Components that contribute to Children’s Engagement .................................. 79
Figure 5.4 Components that contribute to Parental Engagement ..................................... 82
Figure 5.5 Loyalty Building through Children’s Programs .............................................. 87
Figure 5.6 Country Club Children’s Programs Evaluation Process ................................. 90
Figure 5.7 Summary of unique benefits ............................................................................ 95
Figure 5.8 Age First Joined Club ...................................................................................... 98

x

ABSTRACT

Xiaoying Song. M.S., Purdue University, July 2014. Assessing Children’s Programs in
Country Clubs: A Case of A Midwest Country Club in the United States. Major Professor:
Xinran Lehto
Memberships in private clubs have been declining over the past several years due
principally to economic downturns, the overbuilding of golf courses, and aging members.
Several suggestions have been implemented to solve the problem, but without any positive
effect. Recent studies have indicated that emphasizing family and developing children’s
programs could be the answer. However, issues related to children’s programs in this setting
have received limited research attention. This study develops an evaluation process to
measure the performance of children’s programs in country club settings. A mixed-method
case study approach was used to collect and analyze data from a Midwest country club in
the United States. A four-step evaluation process with a detailed checklist was developed
to assess the performance of children’s programs. A pyramid identifying components that
contribute to children’s and parental engagement in the programs was established to
describe member loyalty building through children’s programs.

A comparison between

country club children’s programs and public programs served as a marketing tool to attract
new members. Theoretically, the findings of this study will contribute to academic research
on the country club industry, children’s programs and membership management.
Practically, the findings will help the club industry to monitor and improve the performance

xi
of its children’s programs, satisfy the needs of its current members and increase its
attractiveness to the public.

1

CHAPTER 1 INTRODUCTION

There are several characteristics that make country clubs unique: there is a clubhouse,
enough acreage for a golf course and other sports facilities, and there is a secluded
environment for people with similar interests, experiences, backgrounds, and professions
to congregate for social and recreational purposes (Perdue, 2007). The average country
club has 847 members with an average initiation fee of $33,757 for the club and average
monthly dues of $430 (Perdue, 2007). However, over the last decade, interest in country
clubs has declined. As an exclusive place that offers upscale services only to its members,
private clubs’ financial status is strongly dependent on its membership (Ferreira &
Gustafson, 2011). According to the Club Manages Association of America (CMAA), the
average number of members per club owned has decreased from 828 in 2000 to 727 in
2009 (CMAA, 2007, 2008, 2009). Over 50% of the clubs had fewer members in 2009
compared to what they had in 2001 (Boughton & Fisher, 1999). 15% of the clubs reported
to the National Golf Foundation (NGF) that, because of the declining members, they were
headed towards serious financial crises (Foust, 2009). Moreover, the waiting lists of private
clubs had decreased as well.

35% of the private clubs saw a 21% decrease in waiting lists

from 2000 to 2008 (CMAA, 2008).
Ferreira (2007) argued that it is a combination of several factors that have caused
membership decline in the club industry. First, the economic downturn was discussed as a
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contributor to membership decline. The United States has experienced recessions and
economic issues throughout the last ten years; 2000 to 2003 and 2007 to 2010. Specifically
during these times, club memberships significantly declined. From 2000 to 2003, the
average percentage of membership decline, at all clubs, was 10.3%. From 2007 to 2010,
this percentage of membership decline increased to 14.4% (Ferreira & Gustafson, 2006,
2011). Ferreira (2007) also attributed the over-building of golf courses, both inside and
outside the club industry, to membership decline. In the 1990’s, numerous free daily golf
courses were opened to public (Clemenze, Kim & Weaver, 2006). This in turn increased
the number of golfers who did not have to pay for club fees and dues in order to play golf.
Additionally, aging members and different preferences between generations were also
highlighted as factors that have caused private clubs to experience membership decline.
Clubs attempted to survive by taking actions such as reducing initiation fees and dues and
opening the club to the public in order to attract more golfers. However, these attempts
either jeopardized the club culture or failed to consistently support the clubs’ operation.
Private clubs, therefore, have begun seeking sustainable solutions and directions to
the recruitment of long-term, high quality members. Donnell (2012) mentioned in his
research that recruiting younger generations is an essential step that clubs should take for
future development and survival. A report conducted by the McMahon Group in 2009
suggested that, younger members (under 46) are the most dissatisfied, with the club, among
all age groups.

Reasons for this dissatisfaction include the desire to spend more time with

family, as 81% of this age group surveyed that private clubs should be family-orientated
and full serviced (McMahon Group, 2009). Moreover, in the satisfaction and importance
performance grid, established by the McMahon Group, both family activities and children’s
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activities were considered as missed opportunities (see Table.2.3).

Therefore, high

quality family activities and children’s activities can be used as tools to both attract younger
generations and to increase the satisfaction of current younger members. Due this missed
opportunity and unmet demand, this study focused on improving the quality of children’s
activities and programs in country clubs.
Ross (2007) noted that in order to better market their clubs and to better serve their
members, club managers should have an accurate understanding of consumer-buyer
behavior, especially in relation to family life cycle. For instance, Ross’s (2007) study
showed that young married couples with children were likely to have greater demand for
club amenities, such as the pool and other sporting facilities, and that this group, which is
in the early stage of their family life cycle,

was a prime generation for clubs to target, due

to their potential long-term retention (Ross, 2007).
Club members today are more particular, more price conscious, and more inclined
than ever before to consider the value of their leisure-time choices (Boughton & Fisher,
1999; Jennings & Nickerson, 2006). Satisfaction and quality alone are no longer adequate
descriptions of the experience that today’s members seek. Remembered experiences are
the best predictors of member’s desire to seek similar future purchases (Wirtz, 2003).
Therefore, it can be argued that positive and memorable country club experiences for
members and their families are crucial.
The most common children’s programs in country clubs are tennis, swimming and
golf (Ferreira, 2007). These programs are generally operated every summer, with the same
coaches and similar content. With stable customers who share similar backgrounds and
interests, well-established children’s programs, and consistent coach, team and curriculum,
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the examination of children’s programs offered at country clubs is warranted. In order to
improve the performance of children’s programs in country clubs, evaluating current
performance is needed.

A systematic evaluation structure adopted from Context, Input,

Progress and Product (CIPP) model will be established. Mixed method case study approach
was chosen to answer the research questions. Specifically, the research questions aim to:
1. Examine the quality of children’s programs in country clubs;
2. Explore parental differences in motivations of children’s programs;
3. Explore factors that contribute to children and parents engagement;
4. Investigate the design, promotion and implementation of children’s programs;
5. Propose an evaluative structure designed to monitor the efficacy of children’s
programs within a country club setting.
The findings of this study were expected offer both theoretical and practical
implications. The outcomes of this research will fill a research gap in hospitality literature,
enriching children’s studies. Understanding what members expect from a country club in
terms of children’s programs will also contribute to country club management, resulting in
increased member loyalty. Examining the gap between members’ expectations and reality
offers country clubs a better chance to improve its children’s activities. Offering
memorable activity experiences has the potential to increase members’ willingness to
participate in club activities, thus strengthening their emotional tie to the club and
enhancing the club’s retention rate. Those improvements could increase a club’s reputation
and influence in a competitive market. More importantly, those achievements could also
be used as a marketing tool to attract new members, increase club revenue and benefit
future development. Further understanding the process and components involved in

5
evaluating children’s programs not only contributes to the country club industry but could
also translate to other hospitality organizations who offer children’s programs.
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CHAPTER 2 LITERATURE REVIEW

2.1 The Private Club Predicament in United States
2.1.1 Declining Membership Numbers
In the beginning, private clubs were exclusive and inaccessible, providing upscale
services (McMahon, 2001). For decades, being a member of a country club was also
considered as being in the hierarchy of social status (Donnel, 2012). According to Perdue
(2007), private clubs include country clubs, city clubs, military clubs and university clubs.
Private clubs were only available for their members and guests (Ferreira & Gustafson, 2011)
and their revenue was mainly collected from members’ initiation fees and monthly dues.
Consequently, a private club is strongly dependent on its membership for survival (Ferreira
& Gustafson, 2006). Membership was described as a “lifeblood of a club” or a “lifeline”
to private clubs (Fornaro, 2003). Membership was considered as a vital sign, which
indicated the financial health and continued viability of the private club (Clemenze, Kim
& Weaver, 2006). However, recent studies have indicated that the club industry has suffered
from membership decline.

2.1.1.1 Membership Changes Over Decades
The McMahon Survey (2004) pointed out that 44% of country clubs and golf clubs
had a smaller membership in 2003 than in 2001 (Clemenze, Kim & Weaver, 2006).
According to Ferreira and Gustafson (2006), shown in Table 2.1, from 2000 to 2003 the
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average membership decline in all clubs was 93 members or 10.3%; the country/golf clubs
membership declined by 72 or 8.9%. Moreover, the membership attrition rate in
country/golf clubs increased from 2.2% to 4.7%.
Table 2.1 Membership Changes and Membership Attrition Rate from 2000 to 2003
2000
Number of Members at Country/ Golf Clubs
801
Number of Members at City/Athletic Clubs
1162
Annual Number of Members Lost Country/Golf Clubs
2.2%
Annual Number of Members Lost City/Athletic Clubs
10.2%
Source: Ferreira, R. R., & Gustafson, C. M. (2006). Declining memberships
economic downturn in U.S. private clubs.

2003
729
1014
4.7%
17.4%
during an

The Club Managers Association of America (CMAA) indicated that the average
number of members per club in 2000 was 828 peaking in 2004 at 847, then declining to
727 by 2009 (CMAA, 2007a, 2008a, 2009). These numbers suggest that the average
number of members per club has decreased over the years. Another study conducted by
Ferreira and Gustafson (2011) also illustrated that the number of members in all clubs has
decreased from 866 to 741. As shown in Table 2.2, the attrition rate increased from 2.4%
to 14.4%.
Table 2.2 Membership Changes and Membership Attrition Rate from 2007 to 2010
2007
2010
Number of Members at Country/ Golf Clubs
783
673
Number of Members at City/Athletic Clubs
1090
957
Annual Number of Members Lost Country/Golf Clubs
2.4%
14.4%
Annual Number of Members Lost City/Athletic Clubs
16.2%
23.4%
Source: Ferreira, R. R., &Gustafson, C. M. (2011). Memberships Levels in U.S. Private
Clubs during the 2008-2010 Economic Downturn
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Moreover, Foust (2009) found that 15% of clubs had serious financial problems due
to the significant decline in memberships, according to National Golf Foundation (NGF)
(Foust, 2009).

More than 50% of clubs have fewer members today than in 2001 (Fisher

& Boughton, 2009).

2.1.1.2 Waiting List Changes in Private Clubs
The decline membership numbers is not only reflected in the membership decrease,
but also in the reduction of the numbers on the waiting list. Waiting lists are lists of people
who want to join the club; to club managers, waiting lists represent financial security for
the club’s future (Ferreira & Gustafson, 2011). To club members, waiting lists are a source
of pride. Therefore, waiting lists are also considered a vital sign, in that they can indicate
the success and/or popularity of a private club (Clemenze, Kim & Weaver, 2006).
The Pannell Kerr Forster (PKF) conducted a survey of over 200 club
representatives. The data indicated that 20% of the country clubs claimed that they had
waiting lists in 2003 compared to 37% in 2002 (PKF, 2004). A study conducted by
Clemenze, Kim and Weaver (2006) also suggested that the waiting list trends did not bode
well. Specifically, they found that the number of clubs with waiting lists was declining,
waiting lists were getting progressively shorter and that members-in-waiting were staying
on lists for shorter period of time (Clemenze, Kim & Weaver, 2006).
In 2008, CMAA released an operations and financial data report. The report
revealed that the number of waiting lists and the length of the lists had decreased over the
past few years. More specifically, as shown in Table 2.3, in 2000, 35% of clubs had waiting
lists with an average length of 61 candidates. In 2002, 29% of clubs had waiting lists with
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an average length of 57 candidates. In 2005, 25% of clubs had waiting lists with an average
length of 57 candidates. However, in 2007, the percentage of clubs that had waiting lists
increased to 27%, while the average number of candidates decreased to 43. By 2008, the
percentage of clubs with waiting lists had declined to 21% with and average number of 44
(CMAA, 2008).
Table 2.3 Waiting List Changes
2000

2002

2005

2007

2008

Clubs have waiting lists

35%

29%

25%

27%

21%

Numbers of candidates on the lists

61

57

57

43

44

Source: Club Managers Association of America (2008). 2008 club operations and financial
data report.
2.1.2 Challenges for the Club Industry
Kaspriske (2003) believed there were several reasons contributing to private clubs’
declining memberships and reduced revenues, for example overbuilt private clubs, poor
economy and competition with other hospitality businesses. From 1998 to 2000, more than
1,100 golf courses were built; the total number of golf courses in nationwide is 15,827. In
other words, 7% of the golf courses in United States were built during that time (Kaspriske,
2003). This increase exacerbated competition within the club industry.
The club industry also experienced economic downturns and upturns over the
decades. The second half of the American economy in the 1990s was in an upturn (York,
2002; PKF, 2001; Ferreira & Gustafson, 2011) and thus positively affecting the club
industry. According to York (2002), in 1998, the revenues per member increased by 14.5%,
increasing to 17.1% in 1999 and 22.6% in 2000. However, during the 2000 to 2003
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economic downturn period, membership growth was less than 1% in country clubs and
golf clubs with a corresponding 6% decrease in city clubs (CMAA, 2002; York, 2002).
Kouwe (2003) cited that the decline in membership cost clubs 6% of its gross revenue in
2002. Ferreira and Gustafson (2006) pointed out that after 2003, the economy was back in
an upturns and memberships rose again; some of the clubs even had waiting lists. However,
from 2007 to 2010 another economic downturn occurred. In 2009, memberships at country
clubs dropped 5%.
Challenges for country clubs do not only occur in the club industry, but from
competition from other hospitality business as well. Golf courses were primarily found in
private clubs. Since the 1990s, a number of golf courses have opened to public (Clemenze,
Kim & Weaver, 2006). According to Fornaro (2003), 75% of the golf courses in the United
States were accessible by the public; therefore, golfers today do not have to join a country
club to play golf.
Challenges for private clubs also stem from demographic changes. Baby boomers
currently are the largest demographic in the country club industry (Donnell, 2012);
however, they are in the latter part of their life and will leave the club for health or financial
reasons (Duke, 2009). This poses a threat to country clubs, as new generations are not as
interested in the exclusive club environment.
These situations and challenges require clubs to face the tests and renew themselves
(McMahon, 2009). Private clubs needs to attract new members, adapt to changes and
improve quality of amenities and facilities (McMahon, 2009).

11
2.2 Attempts to Increase Membership Retention
The private club industry has made several attempts to attract new members and to
maintain their current members. Some private clubs reduced their initiation fees and
monthly dues to attract new members and to increase membership retention. Generally,
initiation fee are required to become a member of a private club (Donnell, 2012). According
to Ferreira and Gustafson (2006), monthly dues are paid to a club by its members to help
cover clubs’ operating expenses. PKF’s Clubs in Town and Country (2011) indicated that
country club membership dues provided 57% of total revenue. Both initiation fees and
monthly dues are critically important for clubs’ operations. For example, in 2003 Quail
Creek Country club in Naples, Florida, reduced their initiation fee from $85,000 to $35,000
within one year to attract new members (Kaspriske, 2003). The Ontario Golf Club in New
York dropped their initiation fee from $4,500 to zero (Kaspriske, 2003). However,
eliminating initiation fees and monthly dues did not generate the expected impact, but
instead jeopardized current member benefits. Initiation fees have now increased over years,
so that club members do not experience a reduced value of their membership (Donnell,
2012).

Cases such as the one at University Club of Kentucky provide real examples of

this, as seven members sued the club for reducing the initiation fee by over $6,000 (Foust,
2009).
Other private clubs opened their doors to the public in order to attract more business,
for example, the Uniontown Country Club in Pennsylvania. Donnell (2012) indicated that
the public could enjoy all of the club’s facilities, if the club offered a discounted price, then
the public could afford and experience the country club lifestyle. However, this conduct
with non-members directly violated the private club culture and essence and did not pay
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off, because few public customers turn into long-term members and current members lose
their sense of belonging to an elite and upscale group.

This was seen in the case of

Uniontown Country Club and six other country clubs, which all fought off bankruptcy in
2011 due to opening to the public (Saslow, 2009; Donnell, 2012).
The private club industry needs to seek other solutions in order to survive in such
a competitive and changing environment. McMahon (2001) suggested that it is essential
for clubs to offer a better product value in order to retain members and justify the cost of
membership.

2.3 Developing Children’s Programs as An Attraction to New Members
2.3.1 Potential Needs for Children and Family Activities
John G. Fornaro, the president of the Association of Private Club Directors,
indicated that attracting younger members (under 46 years) is the solution to helping
private clubs step out of the financial crisis (Kaspriske, 2003). First, younger members are
in the early stages of their lives; they will stay with the club for decades and ensure the
long-term benefits for a club. Additionally, younger members are more generous than older
members in spending money at the club with families and friends (Kaspriske, 2003).
However, current younger members are not satisfied with their clubs. As shown in
Figure 2.1 and Figure 2.2, a repost done by the McMahon Group in 2009 indicated that
younger members are less likely to be satisfied with membership and are less likely to
attach value to that memberships among all age groups in private clubs (McMahon Group,
2009). More specially, in Figure 2.1, 25% of the younger members expressed that they
were very satisfied with their club. Figure 2.2 illustrated that 12% of the younger members
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strongly agreed that they received good value from their club membership (McMahon
Group, 2009).

Overall Club Satisfaction
40%
35%
30%
25%

33%

34%

35%

46 to 55

56 to 65

Over 65

25%

20%
15%
10%
5%
0%
Under 46

Source: McMahon Group Survey Database 2009
Figure 2.1 Overall Club Satisfaction

Good Value for Cost of Membership
25%
19%

20%
15%

20%

17%
12%

10%
5%
0%
Under 46

46 to 55

56 to 65

Source: McMahon Group Survey Database 2009
Figure 2.2 Good Value for Cost of Membership

Over 65
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Based on the importance of having younger members in the club, understanding
their expectation and producing their desired products in order to increase their satisfaction
and their commitment to the club has become essential for clubs’ development.
Another study conducted by the McMahon Group pointed out that there are several
opportunities that should not be missed any more. Table 2.4 and Figure 2.3 highlight that,
besides golf and dining, all other services can be categorized into missed opportunities
(McMahon Group, 2009). Additionally, children’s activities received the lowest
satisfaction score. The data illustrated that children’s activities in the private club industry
offer the potential to develop and increase members’ satisfaction level.

Table 2.4 Satisfaction vs. Importance
Dining
Golf
Fitness
Club Social Functions
Family Activities
Swimming
Children’s Activities
Tennis
Source: McMahon Group Survey Database 2009

Importance
4.5
4.3
3.6
3.4
3.3
3.1
3
2.8

Satisfaction
3.7
4.3
3.6
3.6
3.7
3.7
3.4
3.6
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Satisfaction vs. Importance Performance Grid
5
4.8

SIGNIFICANT ENHANCERS

4.6

QUALITY DRIVERS

Satisfaction

4.4
4.2

Golf

4
3.8
3.6
3.4
3.2

PRIORITY IMPROVEMENTS

MISSED OPPORTUNITIES

3
2.5

Dining

Swim Family
Social Fitness
Children

Tennis

3

3.5

4

4.5

5

Importance

Source: McMahon Group Survey Database 2009
Figure 2.3 Satisfaction vs. Importance Performance Grid
It is recognized that clubs need to be more family-oriented (McMahon Group,
2009). A survey conducted by the McMahon Group in 2008 indicated that there is a
growing gap between members’ perceptions about what a club’s purpose is and what they
think it should be. As shown in Figure 2.4, up to 81% of the younger members think the
club should be family-oriented while only 45% of them consider that it “currently is”.
Additionally, the figure also demonstrated differences among age groups. There is a huge
gap in younger members perceptions about what should be and what it currently is;
however, the gap reduces as age increases. For members who are over 65 years old, there
is no gap at all.
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Figure 2.4 Primary Purpose of Club is as a Family-Oriented, Full Service Club

These surveys not only suggest the need for developing children’s programs and
shifting the club culture into more family friendly style, but they also indicated that
children’s activities and family activities matched younger members’ expectations and
perceptions about clubs. Therefore, high quality children’s activities and family activities
can also help clubs to attract more young members in order to increase its memberships.
Furthermore, these programs could also be used as a tool to maintain membership retention.
Additionally, the development of children’s programs could provide a potential way to
increase a country club’s competiveness, yet limited research has focused on this aspect.
Therefore, this study will focus on developing a system for evaluating the quality of
children’s activities in country clubs in an effort to improve performance.
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2.3.2 Current Children’s Programs in Country Clubs
According to Wiener (2007), exercise or sports camps at clubs are popular with
children during the summer and on weekends during the school year. These camps usually
include instructional sports programs, recreational activities, food and beverages, and may
even include instructions in a cognitive learning areas, such as computers or a foreign
language. The most common instructional sports programs clubs offered are tennis,
swimming and golf.
Junior golf programs typically consist of group lessons, tournaments, clinics,
regular or modified golf games, and the supervision of juniors on the golf course (Ferreira,
2007). Children tend to be grouped together based on age and ability. For junior golf, clubs
offer dedicated staff who are good with and enjoy being with children. Clubs try to develop
age-appropriate programs and instruction.
Club members with children are also interested in the aquatics area because of the
instructional programs offered by clubs for children (Ferreira, 2007). Instruction can
include private lessons and group lessons. Many clubs organize swim teams, usually
composed of children under the age of 18. Swim team competition is divided into different
age groups and races are held for specific swim strokes. Swim team practice sessions are
usually held early in the morning or late in the afternoon. Many cities have a swim team
league comprised of teams from several clubs.
According to CMAA’s 2004 Operations Survey Report, 83% of country clubs have
outdoor tennis courts. Parents welcome instructional tennis programs and junior tennis
programs are popular during summer time. Tennis programs include group lessons, clinics,
round-robins, tournaments, group games, member-guest events, and parent-child events.
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Junior tennis players are grouped by age and ability. Successful tennis events for juniors
combine fun, instruction and social interaction.

2.4 Organized Activities
2.4.1 Definition of Organized Activities
Mahoney (2005) defined the concept of organized activities as activities that are
characterized by structure, adult-supervision, and have an emphasis on skill building.
These activities are generally voluntary, have regular and scheduled meetings, maintain
developmentally based expectations and rules for participants in the activity setting,
involve several participants, offer supervision and guidance from adults, and are organized
around developing particular skills and achieving goals (Mahoney, 2005). According to
Csikszentmihalyi (1990) these activities are characterized by challenge and complexity that
increase as participant’s abilities develop. The goal of organized activities is to promote
positive development for the participants.
Organized activities for children and adolescents have a substantial range
(Gootman & Eccles, 2002). They involve community, school and locally organized
programs. They also include activities provided by parks and recreation services. For the
purposes of this study, organized activities refer to those offered by country clubs.
Scholars evaluate whether organized activities contribute to children’s and
adolescents’ development depending on how they help youth achieve age-appropriate
competencies (Mahoney, 2005).

According to Eccles & Templeton et al (2003) there are

four key developmental tasks that need to be evaluated in order to see the contribution of
organized activities during childhood. First is physical and psychological health. Second is
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the ability to form a positive orientation toward school and achievement. Third is the ability
of getting along with others, including peers and adults. And last is acquiring appropriate
value systems about rules and conduct across different contexts. Furthermore, identity
formation, personal mastery, intimacy with peers and preparation for the transition to
adulthood and postsecondary education or work become increasingly important during
adolescence (Collins, 2003). Eccles (2003) mentioned that achieving competency at these
tasks allows an individual to take advantage of personal and environmental resources that
promote positive functioning in the present, while reducing the risk of developing
problematic behaviors and increasing the likelihood for healthy adjustment in the future.
Therefore, this study proposes to evaluate organized country club activities by evaluating
youth competencies based on those tasks in order to determine whether those activities
contribute to children’s development from parents’ perspectives.

2.4.2 Benefits for Children to participant in organized activities
Participation in organized activities helps children negotiate the salient
developmental tasks of childhood and adolescence (Eccles & Templetion, 2002). Various
studies show that organized activities contribute to child development in the following four
aspects.
The first aspect is increased educational attainment and achievement which
includes low rates of school failure and dropout (Mahoney & Cairns, 1997), high rates of
postsecondary school education and achievement (Mahoney, Carins & Farmer, 2003) and
also mentioned better academic performance and interpersonal competence with higher
aspirations for the future (Barber, Eccles & Stone, 2001).
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The second aspect is reduced problematic behaviors. A number of studies indicate
that participation in organized activities is associated with reduced problem behaviors
across adolescence and into young adulthood (Grossman & Tierney, 1998; Jones & Offord,
1989; Allen, Philliber, Herrling & Gabriel, 1997).
The third is heightened psychosocial competencies. Participating in organized
activities helps children to maintain reduced levels of negative emotions, such as depressed
mood and anxiety during adolescence (Barber, 2001; Schweder & Stattin, 2002).
Participating in activities also helps children to increase their general psychological
capacity and maintains or increases self-esteem (Hansen & Larson, 2000).
The last contribute scholars agree are the long-term benefits children gain from
organized activities (Mahoney, 2005). Consistent participation in organized activities
during kindergarten and first grade is related to high reading and math achievement in the
future (National Institute of Child Health and Human Development, Early Child Care
Research Neiwork, 2005). Joining organized activities at an early age is associated with
high levels of social competence in the future as well (Pettit, Laird, Bates & Dodge, 1997).
Moreover, participating those activities in the middle childhood is suggested positive
achievement and emotional adjustment with predicts perceived competence and values
during adolescence (McHale, Crouter & Tucker, 2001; Jacobs, Lanza & Osgood, 2002).
The perceived values motivating parents to send their children to organized activities, and
the benefits their children gained after participating those activities, warrants evaluation.
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2.4.3 Benefits for parents and families from organized activities
For most of the 20th century, good fathers were good breadwinners (Coakley, 2006).
This definition of fatherhood presented in the U.S. and other industrialized societies
focused on the point that fathers were responsible for income and spent little effort on the
quality of family relationships (Coakley, 2006). The power of the father in the domestic
sphere was mainly dependent on their income and the ideology of male supremacy.
However, after World War II, there were an increasing number of women seeking full time
employment. As mothers began to assume part of the family breadwinner role, the
foundation of the father’s power and authority began to erode (Coakley, 2006). Feminists
believed that the strategy to solve this dilemma was that fathers needed to be co-parents.
Organized activities, especially youth sports, provided fathers with a context in
which they could be involved with their children without challenging the dominant gender
ideology. Gavanas (2004) indicated that sports, as largely homosocial arenas, serve as
convenient sites for men to negotiate masculinity and be involved as fathers without being
forced to make a choice between domesticating masculinity and masculinizing domesticity.
Youth sports also offered fathers a wide range of parenting opportunities; therefore, it is
not surprising that many fathers felt comfortable using them to spend more time with their
children.
From mothers’ perspectives, organized activities offer them opportunities to
launder uniforms, buy food and cook meals, serve as chauffeurs and social directors and
organize their family members as cheerleaders (Chafetz & Kotarba, 1995). According to
Wearing (1984), the mother expressed satisfaction if the husband spent a reasonable
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amount of time before or after work and on weekends talking and playing with the children
and taking an interest in their activities, especially their sporting activities.
Moreover, parents explained their commitment in terms of the benefits they
expected their children to gain from participation; under the current circumstance of U.S.
culture, parents felt totally responsible for the development of excellence among their sons
and daughters. Therefore, it is important to know whether the primary customers, the
country club parents, received what they expected from organized activities.

2.5 Evaluating Organized Children’s Activities in Country Club
2.5.1 CIPP Model
The Context, Input, Progress and Product (CIPP) evaluation model was
established by Daniel Stufflebeam and his colleagues in 1985. The model can be used to
evaluate the quality of educational programs. According to Stufflebeam and Shinkfield
(2007), the model itself is a comprehensive framework that can be used for conducting
formative and summative evaluations of projects, personnel, products, organizations and
evaluation systems. The relationships and functions of each component can be expressed
in Figure 2.5.
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Source: Mazur A.D. & Miller C. The CIPP Evaluation Model: A Summary
Figure 2.5 Components of Stufflebeam’s (2003) CIPP Model
Context evaluation includes the identification of problems and needs (Gall, Gall &
Borg, 2003). According to Zhang et al. (2011), the context evaluation asks the key question
“what needs to be done” in a program. This component helps to locate target population,
recognize needs, identify goals, define relevant context, evaluate decision making related
to program planning and more importantly, it helps to assess whether program objectives
are sufficiently responsive to satisfy needs (Fitzpatrick et al., 2012; Mertens & Wilson,
2012; Zhang, et al., 2011).

Context evaluation can be conducted through surveys,

interview, document reviews and other methods (Dalkey & Helmer, 1963).
The input evaluation component helps to establish a plan to best address the
identified needs. More specifically, the objective of input evaluation is to assess the
program’s strategy, defined as the procedural designs and assist the program to achieve its
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desired results (Mazur & Miller, 2013; Zhang et al., 2011). The result of input evaluation
can help projects or programs to meet their identified needs (Zhang et al, 2011). Whether
the plan is relevant to its goals, whether it is feasible, how much will it cost are all key
criteria that can be used to evaluate the proposed plan.
Progress evaluation monitors the implementation of the program process and
eliminates potential barriers (Mazur &Miller, 2013; Zhang et al, 2011). Sufflebeam (2003)
indicated that the purposes of this stage are to provide feedback as to whether the program
is achieving its goals and to assess whether improvements or modifications need to be
conducted.

On-site observation, interviews, documentation records and focus groups are

effective ways to implement progress evaluation.
Last but not least is the product evaluation component, which assesses the program
outcomes and its overall performance. Zhang et al. (2011) believed that the objective of
product evaluation is to assess, interpret and judge a project’s outcomes by measuring its
advantages, value and significance in order to evaluate whether the project meet its
participants’ needs. Mertens and Wilson (2012) suggested that multiple methods can be
used to assess the outcomes. A combination of survey, interviews, hearings,
documentations and focus groups can help to judge the quality of programs.
Given the fact that the children’s programs offered by country clubs are mostly
organized activities that emphasize skill building and knowledge gain, similar to most
educational programs, the CIPP model can be adapted to monitor and evaluate the quality
of children’s programs in country clubs.
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2.5.2 Measure Memorable Experience
2.5.2.1 Experience Dimensions
Consumers today are demanding unique and memorable experiences. Businesses
are striving to develop a distinct value-added provision for products and services that have
already achieved a consistent, high level of functional quality (OH, Fiore & Jeoung, 2007).
Pine & Gilmore (1999)’s experience economy proposition has provided a theoretical basis
for businesses to evaluate the quality of their experience delivery. Businesses have
consciously treated services as the stage, and goods as props, to engage customers in a way
that creates memorable events. Pine and Gilmore (1999) argued that no two people can
have the same experience, because each experience is derived from the interaction between
the staged event and the individual’s state of mind. This proposition matches the goal of
private clubs to provide a level of service that is rarely found in public facilities (Perdue,
2007). Pine and Gilmore (1999) defined four realms of an experience, namely aesthetic,
education, entertainment and escapism. These experience dimensions can be used to
understand children’s experience with country clubs’ programs and activities.

2.5.2.2 Memorable Experience Evaluation
Previous studies mainly discussed measurement of experiences from two
perspectives, flow theory and expanded model based on Pine & Gilmore (1999)’s
experience economy. Csikszentmihalyi (1997) defined flow as the holistic sensation that
people feel when they act with total involvement. It is characterized by a narrowing of the
focus of awareness, loss of self-consciousness; a responsiveness to clear goals and
unambiguous feedback and a sense of control over the environment (Csikszentmihalyi,
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1997). However, this study is focused on parents’ perspectives, who did not participate in
the children’s activities offered at the club. Therefore, this theory may not be suitable under
these circumstances.
Kim, Ritchie and McCormick (2010) developed a scale based on Pine & Gilmore
(1999)’s experience economy and memory literature to measure memorable tourism
experiences. According to memory literature, affective feelings, cognitive evaluations, and
novel events are factors that can increase the memorability of an event (Kim, Ritchie and
McCormick, 2010).They believed that affective thoughts are important to memory. The
more a certain event is related to emotions, the more likely it is to be remembered. Also,
they concluded that the cognitive processing enriches or elaborates stimuli, which deepen
the level of memory in a more rapid way. Therefore, their scale items contain hedonism,
novelty, local culture, refreshment, meaningfulness, involvement and knowledge. Those
components measure tourism experiences, specifically, which may not be able to present a
comprehensive depiction of private country club experiences, since the club is located in
the same place and parents may not able to represent items like meaningfulness and
involvement for their children.
However, Oh, Fiore & Jeoung (2007) developed a memorable experience
instrument based on Pine and Glimore’s theory and they stated that the four dimensions of
experiences are valid in evaluating tourism experiences. These researchers further
identified eight domains of a tourism experience, including education, esthetics,
entertainment, escapism, arousal, memory, and overall perceived quality and customer
satisfaction. Among those eight domains, education, esthetics, entertainment and escapism
present tangible cognitive perceptions parents may have about leisure activities in private

27
country clubs. Arousal and memory present the effect those activities have on parents. The
last two domains, overall perceived quality and customer satisfaction, determine whether
they will join those activities in the future, which indicates members’ future behavior.
Their model has provided a useful measurement of a subjective leisure experience.

2.6 Research Objectives
The objective of this study is to assess organized children’s programs in country
clubs. More specifically, the study proposed to
1.

Examine the quality of children’s programs in country clubs;

2.

Explore parental differences in motivations of children’s programs;

3.

Explore factors that contribute to children’s and parental engagement;

4.

Investigate the design, promotion and implementation of children’s

programs;
5.

Propose an evaluative structure designed to monitor the efficacy of children’s

programs within a country club setting.
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CHAPTER 3 METHODOLOGY

For the purposes of this study, a mixed methods case study approach was adapted
to examine children’s programs in country clubs from multiple perspectives. This chapter
will explain and justify the use of this mixed methods approach as well as detail the
instrument design and data collection processes, as well as the respective methods of
analysis.
3.1 Rational of Mixed Methods Case Study Approach
The case study approach was selected as a research strategy based on the objectives
of this research, which were to understand a social phenomenon through single unit.
Eisenhardt (1989) defined the case study as a research strategy that focuses on
understanding the dynamics present within single settings. It represents an intensive study
of a single unit for the purposes of understanding a larger class of (similar) units (Gerring,
2004). The case study is also considered to be particular useful where “research and theory
are at their early, formative stages” (Benbasat et al, 1987).
Mixed methods research is a type of research in which a researcher or team of
researchers combines elements of qualitative and quantitative research approaches for the
broad purposes of breadth and depth of understanding and corroboration (Johnson et al,
2007).

Mathison (1988) believed that good research practice obligates the researcher to

triangulate, to use multiple methods and data sources to enhance the validity of research
findings.
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Migiro and Magangi (2011) indicated that mixed methods have the ability to triangulate
the data and assure its validity. The use of mixed method approaches results in “different
images of understanding” thus increasing the “potency” of evaluation findings (Smith &
Kleine, 1986). Creswell (2009) asserted that the combination of methods provides a better
understanding than either the quantitative or qualitative method alone. Using the different
processes can also lead to unexpected or emergent themes and information that would not
have otherwise come to light (Driscoll 2007).
This research focused on assessing children’s programs in country clubs. Given the
facts that research into children’s programs seems to be at an initial stage, a case study
approach was deemed appropriate in order to achieve the study objectives. Since only one
country club was used as a case for this study, one research method with only one source
of data was not considered reliable enough to support findings. Therefore, mixed methods
were used to collect multiple sources of data and as well address the reliability issues
(Eisenhardt, 1989). A quantitative measurement scale was adopted. A survey was send to
club members whose children participated in the program last year. Qualitative in-depth
interviews were conducted with the general manager of the country club, head coach of the
swim team, golf professional and tennis professional. The design of the evaluation process
was adapted from the Context, Input, Process and Product (CIPP) model. As shown in
Figure 3.1, the assessing process had been divided by the four components. Context
evaluation, input evaluation and process evaluation were conducted by the interview with
coaches, the open-end question asked to members, the documentations and the participant
observation. The project evaluation was carried out by the questionnaire.
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Figure 3.1 Process of Evaluating Children's Programs in Country
3.2 Description of case country club
The case country club was established in 1896, and is located in the “Midwest”
United States. This country club offers full dining facilities and entertainment venues. It
has approximately 560 members who pay an average monthly due about $500. The
membership is shared with family members. To be eligible to apply for membership in this
club, potential members need to get 4 recommendations from current members. This policy
not only ensures the quality of a future member but also respects the basic culture of
country clubs that they are a place where people with a common bond of some type, for
example similar interests, experiences, backgrounds, and professions, can congregate for
social and recreational purposes (Perdue, 2007).
The case country club offers five types of organized children’s sports programs
during the summer time. They include a Junior Golf Program, Junior Tennis Program,
Swim Team, Swim Lessons and Diving Team.

These programs have been running for

decades. The coaches of those programs are all experienced professionals, the head coaches
of each program are professionals who had 20 or more years’ experience. The golf
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programs in the case country club operate all year long. The golf coach is in charge of both
the junior and adult golf programs. The tennis program operates only during the summer
time. Similar to the golf coach, the tennis coach is responsible for instructing both the youth
and adult programs. However, the job description of swim coach is different. Since there
is no adult swim program, the swimming coach is only responsible for children’s swim
activities, including the swim team, swim lessons and diving team. All three coaches were
hired by the general manager, while department employees were hired by the respective
coaches.
The case country club also offers other children’s entertainment activities, for
example, 4th of July, parent’s night out, and camp country club. The management team tried
to position the club as a place to celebrate all kinds of family events. They value all of their
members’ experiences, and therefore, they seek methods to assess the performance of their
children’s programs.

3.2 Instrument Design
3.2.1 Quantitative Method- Survey Design
3.2.1.1 Evaluate Parental Differences
Coakley (2006) mentioned in his research that fathers used to primarily fulfill the
family role of breadwinners; their familial authority was mainly dependent upon their
income and the ideology of male supremacy. In his study, he also indicated that fathers
lacked interactions with other family members due to their responsibilities for incomes and
limited available time. Because more mothers entered the workforce after World War II,
fathers’ role in the family has changed. However, sports offer fathers an opportunity to
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communicate and spend time with their children. Fathers are now more like a mentor and
coach with regards to their children’s organized sports activities; whereas, mothers have
quite different roles. They enjoy being social directors and offering logistical support to
their children (Chafetz & Koratba, 1995). Considering the differences in family function
and motivations, it is essential to know participants’ familial role. In the beginning of the
survey, therefore, participants’ role in the family was asked in order to distinguish the
differences of motivations and expectations between fathers and mothers. Furthermore, this
classification also helps to understand if there are criterion differences on evaluating
children’s sports activities.

3.2.1.2 Evaluating expectation and motivation
Eccles & Templeton (2002) indicated that organized activities contribute to
children in four aspects. Organized activities can increase children’s educational attainment
(Mahoney & Cairns, 1997), reduce their problem behaviors (Grossman & Tierney, 1998;
Jones& Offord, 1989; Allen, Philliber, Herrling & Gabriel, 1997), heighten their
psychosocial competencies (Barber & Odean, 2001; Mahoney, Schweder & Stattin, 2002)
and more importantly, children can obtain long term benefits from attending organized
activities (Mahoney, 2005). Those contributions also become the reasons why parents send
their children to participate organized activities.

Understanding the influence parents

hold on the decision of sending their children to participate in organized activities can
contribute to the future design of those activities, emphasize training or nurture certain
expected abilities.
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The benefits that families can obtain through organized activities are also
considered as the reasons why parents would like to send their children to participate those
programs. Various studies believe that leisure activities are an important part of family,
and children’s participation can significantly contribute to their long term development
(Kim & Lehto, 2013, Larson & Verma, 1999). Those activities help families to bond, to
communicate and to interact (Shaw & Dawson, 2001). Therefore, options of whether
parents want more interactions with children through these activities were asked in the
survey.

3.2.1.3 Evaluate qualities of programs --realms of experience and outcome variables
Oh, Fiore and Jeoung (2007)’s experience measurement scale was adopted to assess
children’s programs and activities. This scale was developed and tested within the Bed &
Breakfast industry. The scale was established as valid and the authors indicated that even
though the study was based on only one industry, the measurement items were general
enough for other industries or products. Therefore, the structure and variables of this
measurement were adopted for the purposes of this study. However, the content of the
questions within each variable category were rephrased to the context of country club
children’s programs. For instance, the subject of Oh, Fiore and Jeoung’s research is the
B&B industry. For this study, the subject of the survey was changed into junior tennis
program, junior swim team and junior golf program, swim lessons and dive team.

Due to

the difficulties associated with collecting data from children of various ages, parental
perceptions regarding the value of the programs in question were solicited.
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The statements pertaining to education competencies gained were based on the
evaluation principles of organized activities. Mahoney (2005) asserted that multiple
scholars evaluate organized activities based on whether the activities help youth in
achieving age-appropriate competencies; subsequently statements about the program
design and quality were included in the survey.

For example, “the curricular content of

junior golf program was professional and age appropriate; the junior golf program made
my child more knowledgeable about the game of golf”. Other statements about whether
children were more curious about what they learned, whether their sports’ skills had been
enhanced and how intimate they were with their coach had been conducted were also
derived from research conducted by Eccles et al (2003).
The aesthetic category pertained to the physical environment of the country club
and used modified items from Oh, Fiore and Jeoung’s (2007) experience measurement
scale. The original statements included: “just being here was very pleasant; the setting was
very attractive; the setting really showed attention to design detail”. In this study, those
statements were rephrased to the context of children’s programs. For example, “the
environment of the golf course was very pleasant and matched my expectation; the setup
of practice skill range showed that the coaches paid attention to children’s safety; my child
found being on the golf course to be relaxing”.
The original statement about entertainment experience in Oh, Fiore and Jeoung
(2007)’s research paid more attention to how guests enjoyed the activities and how they
enjoyed watching other people perform. Because of the circumstances associated with
children’s activities in country clubs, the entertainment components of the survey are more
focused on the effects that those activities and programs had on families and family
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cohesion. Since parents did not experience the program firsthand, it was deemed
inappropriate to evaluate the entertainment aspects of the program itself; therefore, items
were revised for this study and written from the parent’s perspective. For example:

“I

enjoyed watching my child playing golf; both my child and I had a good time by joining
those family golf activities”.
The influences of organized activities on parents were the components under
examination in the realm of escapism. The benefits that those programs brought to parents
were sought out in the survey. For instance: “I felt I am not only a parent but more like a
friend to my child after he/she participated in the program; sending my child to the junior
golf program gave me a break from daily routine”.
The items pertaining to outcome variables were adopted from Oh, Fiore and
Jeoung’s (2007) experience measurement scale as well. Parental perspectives about those
sports programs were being measured. More test items were added into the overall
perceived quality and customer satisfaction component in accordance with the purposes of
this study. Unrelated items were eliminated from the original scale. SPSS 21 were used to
analyze the data. Stepwise significant regression had been used to reveal relationships
between experience components and outcome variables. Participants were asked to
measure the level of agreement on each statement on a 5 point Likert scale, ranging from
strongly disagree (1) to strongly agree (5) .

3.2.2 Pilot Test
Feedback was solicited in order to ensure the validity and relevancy of this
instrument.

Three research experts were consulted after the first draft of the survey was
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developed in order to strengthen its theoretical validity. The country club General Manager
then reviewed and revised the survey from an operational perspective with the goal of
smoothing the tone and expressions to minimize bias and improve clarity. PhD candidates
from other majors were invited to read the survey as well. Feedbacks and comments led to
the subsequent instrument revision.
Table 3.1 Survey Design
Experience
dimension
Education

Esthetics

Entertainment

Original measurement
scale
The experience has
made
me
more
knowledgeable
It
stimulate
my
curiosity to learn new
things
The experience really
enhanced my skills

Modified questions (Golf program)
The junior golf program made my child more
knowledgeable about the game of golf.
The junior golf program stimulated my child’s
curiosity to learn new things.
Participating in this program really enhanced
my child’s golfing skills.
The junior golf classes were well organized
and implemented
The coaches of junior golf program were
qualified and knowledgeable
The curricular content of junior golf program
was professional and age appropriate.
My child found being on the golf course to be
relaxing
The environment of golf course was very
pleasant and matched my expectation.
The setup of practice skill range really showed
that the coaches paid attention to children’s
safety.

I felt a real sense of
harmony
Just being here was
very pleasant
The setting really
showed attention to
design detail
I
really
enjoyed
watching what others
were doing
Activities of others I feel the golf activities provided were very
were fun to watch
entertaining.
I really enjoyed playing golf with my child.
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Table 3.1 continued.

Escapism

Arousal

Memory

Both my child and I had a good time by joining
those family golf activities.
I felt I am not only a parent but more like a
friend to my child after he/she participated in
the program.
Sending my child to the junior golf program
made me feel I am a wonderful parent.

I felt I played a
different
character
here
The experience here
let me imagine being
someone else
I completely escaped My child looked forward to getting away from
from reality
daily life by participating in the junior golf
program.
I totally forgot my
daily routine
How interesting was At the conclusion of the program, my child
your stay at this B&B? was even more interested in golf.
How exciting was My child was very excited about participating
your stay in this B&B? in the program.
How enjoyable was The golf program made my child more
your stay in this B&B? interested in coming to the country club.
My child talked about the golf program well
after it ended.
I felt more bonded to my child after
participated in the family golf activities that
country club organized.
I believe my family members became more
connected with each other after we joined the
family golf activities together.
I will have wonderful My child and I had wonderful memories of the
memories about this junior golf program.
B&B
I will remember many
positive things about
this B&B
I won’t forget my My child and I had an unforgettable
experience in this experience in the program last summer.
B&B
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Table 3.1 continued.
Overall
perceived
quality

Customer
satisfaction

Overall, my child and I had a wonderful
experience.
Overall, my child thought highly of the quality
of the golf program.
Overall, I though highly of the quality of the
golf program.
Overall, I felt the price I paid for junior golf
program was appropriate.
I am satisfied with how much attention the
coach of the junior golf program paid to my
child.
I am satisfied with the course schedule of the
junior golf program.
I believed the head golf professional devotes
the proper amount of attention to junior golf.
The junior golf program met my expectations.

Source: Oh H., Fiore A.M. & Jeoung M. Measuring Experience Economy Concepts:
Tourism Applications, Journal of Travel Research, 2007. 46:119
3.2.3 Qualitative Method
3.2.3.1 Open-ended questions
Open-ended questions were asked in parts of the survey in order to obtain a deeper
understanding of parents’ preferences regarding programs and overall evaluations. For
instance, “Among the activities in the question above, which one is your favorite and why?”
parents were able to leave comments after their answers. At the very end of the survey,
“Do you have any suggestions to improve “Midwest” Country Club’s junior sports
programs?” were asked. Parents were able to leave comments if they had any specific
suggestions. Answers to the open ended questions were expected to help the researcher
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have a better understanding of parents’ evaluation criterion and their perceptions about
children’s sports programs in the Midwest Country Club.

3.2.3.2 Documentation
Children’s programs at the country club were promoted by way of mailed fliers and
posters. Each program has independent fliers describing their schedules and related course
contents. They also covered information such as the required dress code and safety policies.
Moreover, certain programs offered orientations for parents in order to obtain a better
understanding of the program. As an important component of marketing and assessing
children’s programs’ qualities, fliers and posters of the children’s program in “Midwest”
Country Club were collected for analysis. Monthly newsletters that had been sent to
members during the summer of 2013 were collected as well.

3.2.3.3 In-depth Interview
In-depth interviews with the general manager, golf professional, swim coach and
tennis professional were conducted after the quantitative survey was administered in order
to enrich the understanding of the design, promotion and implementation of children’s
programs.
In-depth interviews have been described as a form of conversation (Burgess, 1984,
Lofland, 1995). Webb (1975) described the method of in-depth interview as being
‘conversation with a purpose’. Boyce and Neale (2006) defined in-depth interview as a
qualitative research technique that involved conducting intensive individual interviews
with a small number of respondents to explore their perspectives on a particular idea,
program or situation. Guion, Diehl and McDonald (2011) believed that in-depth interviews
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were excellent tools to use in planning and evaluating extension programs because they
use an open-ended, discovery-oriented method, which allowed the interviewer to deeply
explore the respondent’s feelings and perspectives on a subject.
In-depth interviews provide more detailed information than other data collection
methods, such as surveys (Boyce and Neale, 2006). Johnson (2007) indicated that in order
to be effective and useful, in-depth interviews must develop, and cultivate, intimacy;
researchers intend to seek deeper information and knowledge by using this method. Indepth interviews can also provide a more relaxed atmosphere and offer more time for
interviewees to respond.
Starr (2012) categorized in-depth interviews into three different types, structured,
semi-structured and unstructured based on the extent to which the conversation follows a
pre-determined sequence of questions.

Unstructured interviews are conducted in

conjunction with the collection of observation data, while semi-structured interviews are
often a sole data source for a study (DiCicco-Bloom & Crabtree, 2006). Semi-structured
in-depth interviews are generally organized around a set of predetermined open-ended
questions (DiCicco-Bloom &Crabtree, 2006). Semi-structured in-depth interviews also
help the interview to be conversational, with questions flowing from previous responses
when possible (Guion, Diehl & McDonald, 2011). Therefore, semi-structured format of indepth interview was selected for this study.
The specific objectives of conducting in-depth interviews for this study are to gain
an in-depth understanding of
1. The design, promotion and delivery of memorable experiences
2. Coaches’ interpretation of customers’ perception
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3. Perceived benefits for families and children
4. Innovations and improvements of children’s program
The interview questions were designed by adapting the Context, Input, Process and
Product (CIPP) model. Table 3.2 indicated the objectives of each component and specific
questions that had been asked in the interview.

Table 3.2 CIPP Model and Sample Questions
Component

Context Evaluation
-Identify the expectations,
needs and goals of
program

Input Evaluation
- Prescribe a program to
have a plan that meet the
needs, expectations and
goals

Questions
1. What is your understanding of parents’
motivations/expectations about your program?
2. Did those expectations and motivations changed
among all these years?
3. What kinds of experience you want create for
children and their families by participating in your
program? Or what is the goal you want to achieve
when you direct your program?
4. What kind of long-term benefits you think that
families can gain from participating in those
programs?
1. What criteria or features your program has that
match parents’ expectations?
2. How do you implement your program in order to
deliver and to achieve these goals?
3. How do you direct your team to achieve that?
4. What characteristics you are looking for when you
hiring your staff?
5. Can you describe the best part of your program? Or
your selling point?
6. Did you design the promotion filers and posters?
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Table 3.2 continued.

Process Evaluation
-Monitor programs’
process and quality,
obtain feedbacks and take
actions to eliminate
barriers

1. Will members communicate with you about your
program?
2. What kind of positive/negative feedback you may
get from families? Any changes based on that?
3. What criteria or standards you use to value the
quality of children’s program?
4. How will you evaluate your co-workers and
management team? What kind of improvements
you may want them to make in order to help you to
run children’s program better?

For the general manger of the case country club, the direction of the questions was
slightly different from the questions that were asked of the coaches. Specifically, questions
from a more holistic perspective were asked of the general manager. For example, “what
are the advantages you think the “Midwest” country club has compare to other country
clubs in the Midwest region?”; “What kinds of benefits the club can gain from operating
those children’s programs?”; “what is your most unforgettable children’s activities last year
and why?” etc. A complete question list is offered in Appendix A.

3.3 Participant Observation
This study required not only an in-depth understanding of children’s sports
programs but also a comprehensive understanding of country club features and culture.
With the purpose of evaluating children’s sports programs in country clubs and gaining
information that is not publicly available, participant observation was also conducted.
The primary researcher interned at the case study country club from May to Aug,
2013 as a management trainee. The researcher rotated from the dining department to event
department, attended weekly meeting with all department heads, designed and
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implemented children’s entertainment activities and events, and supervised children’s
sports championship events hosted by the case club. The researcher interacted not only
with the management team but also directly with members on a daily basis, receiving
feedback and information from multiple perspectives. Those experiences helped the
researcher obtain a holistic understanding of how the children’s programs were designed,
promoted and implemented.

3.4 Triangulation
According to Denzin (1978), triangulation was defined as the combination of
methodologies in the study of the same phenomenon. Researchers believed that they can
improve the accuracy of their judgments by collecting different kinds of data bearing on
the same phenomenon (Jick, 1979). There are five types of triangulation based on the
research done by Guion et al (2011). These include data triangulation, investigator
triangulation, theory triangulation, methodological triangulation and environmental
triangulation. The triangulation uses multiple qualitative and/or quantitative methods to
examine a program in order to see if similar results are being found. If the conclusions from
each of the methods are similar, then validity is established (Guion et al, 2011). In order to
evaluate the children’s program in this “Midwest” Country Club, different types of
triangulation methods were used in seeking both parents’ perspectives and designers’
perspectives. Methodological triangulation was applied in analyzing parents’ perspectives
through the use of both qualitative and quantitative methods to study the issue (Guion et al,
2011). Data triangulation was employed to assess designer’s perspectives by using different
sources of information in order to increase the validity of this research (Guion et al, 2011).
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CHAPTER 4 RESULTS

This study was undertaken to address five primary research questions. In order to
answer these questions, the study examined children’s experiences with regard to the
specific programs offered at a designated country club. Parental differences were explored
in terms of participation motivations in children’s programs, together with the factors that
contributed to child and parental engagement. The study also investigated the design,
promotion and implementation of children’s programs in the case study country club and
evaluated the quality of its children’s programs with a view to developing an outline for
future country club programmatic evaluation and improvement.
The children’s experiences with regard to the specific programs offered at a
designated country club were examined by way of quantitative survey questions completed
by the parents along with open-ended responses collected from willing participants. Data
designed to investigate parental motivation also came from the quantitative survey and
open-ended questions. Factors that contributed to child and parental engagement were used
to evaluate the quality of the children’s programs. The design, promotion and
implementation of the programs were examined by way of personal interviews with the
respective program coaches and the administration responsible for the implementation and
resource allocation aspects of the club offerings. Finally, all responses were synthesized
and examined from the perspective of programmatic improvement.
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4.1 Sample Profile
The country club offers five children’s sports programs during the summer. They
are the Junior Golf Program, Junior Tennis Program, Swim Team, Swim Lessons and
Diving Team. During the summer of 2013, 94 families enrolled their children in programs
offered by the country club, 32 of which responded to this survey. Fourteen of the surveys
were completed by fathers (43.75%) and 18 (56.25%) by mothers. Among the 32 families,
11 families had one child, while 21 reported having more than one child. Two families were
participating in the children’s programs for the first time, while 30 families were repeat
participants. Their demographic information is summarized in Table 4.1.
Table 4.1 Demographic Profile of Sampled Families
Question
Role in family
One child or more
Participation

Variables
Father
Mother
One child
Two or more
First time
Previously participated

Number
14
18
11
21
2
30

%
43.75
56.25
34.38
65.63
6.25
93.75

4.2 Parental Motivations of Children’s Programs in Case Country Club
4.2.1 Overall Parents’ Viewpoints of Motivations
Parents were asked in the survey, “What is the greatest influence on your decision
to send your child to participate in junior programs?” Almost half of the sampled parents
indicated that they expected their children to improve their coordination skills as they
matured and developed. They expected their children to get more exercise, strengthening
their arms and legs, and expected the program to contribute to their long-term physical and
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emotional development. Thirty percent of the sampled parents believed that with the proper
coaching and instruction, their children would achieve success in competitive sports. They
emphasized skill building and competitive improvements as benefits of the program.
Around ten percent saw the program as a way to develop their child socially by
strengthening their interaction and communication with others. A small percentage of
parents surveyed indicated that the relationship between their child and the program staff
influenced their decision to participate. The two families who had never experienced junior
programs before agreed with the majority of the families in emphasizing the development
of their children’s coordination skills. No parents surveyed viewed the programs as a means
of day-care.

4.2.2 Parental Differences in Motivations
No significant difference was found between fathers and mothers in their
motivation choices in the case study country club based on the output of the Chi-Square
test (chi= .232 > 0.05) (See Table 4.2). Previous studies found that fathers and mothers
expected their children to participate in organized activities for different reasons. Coakley
(2005) suggested that organized activities gave fathers a chance to connect with their
children. Youth sports activities provided fathers more chances to parent their children and
to coach them. Mothers, however, expected to see more interactions between fathers and
children through organized activities (Wearing, 1984). The results of this research, however,
indicated no significant differences between fathers and mothers in motivation.
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Table 4.2 Chi-Square Test on Parental Differences of Motivation
Value
df
Asymp. Sig. (2-sided)
a
Pearson Chi-Square
4.284
3
.232
Likelihood Ratio
5.452
3
.142
Linear-by-Linear Association
2.296
1
.130
N of Valid Cases
32
Note: a. 6 cells (75.0%) have expected count less than 5. The minimum expected count is
1.41.
This outcome can be interpreted in the following ways: first, country clubs are
different from other community organized activities as they are exclusive to their members.
People who qualify as members of a country club typically have similar interests,
experiences and backgrounds to those of current members and therefore have similar
expectations when they decide to enroll their children in junior programs. As more and
more women earn an income similar to that of their husbands, the similarities between men
and women become more apparent. A report conducted by the McMahon Group in 2013
found that joining a country club, in general, is now a joint decision. Thus, when it comes
enrolling children in junior programs, both fathers and mothers are more focused on the
development of their child.

4.2.3 Program Coordinators’ Understanding of Parental Motivations
4.2.3.1 Understanding of Parental Motivations and Expectations
Questions related to parental expectations and motivations were asked during the
interview. The data analysis revealed that coaches of the three children’s programs clearly
understood the parents’ expectations. Years of experience offered them not only
professional teaching abilities but also the ability to categorize parents based on their
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expectations. A quote from the tennis professional indicated that parents’ competitive level
and their children’s abilities to compete determined their expectation.
It depends on the (competitive) level of kids…I would say that there are different
categories of parents, different competitive levels of parents, but I would say that it (their
expectation) probably has not changed; sometimes it’s one kind of parent, sometimes
another. I've been doing what I have been doing for 20 years or so, and there are always
highly competitive parents. There are always parents who don't know a lot about sports at
all and just want their kids to do something during the day, and there are parents
somewhere in between. (Tennis Professional)
The head coach of the swim team also indicated that parents were not only
expecting improvements in their kids’ swimming skills but also hoping they would have
fun in the program:
…We are trying to make it as fun as possible, again we are trying to teach the basics
of swimming, all the strokes and terms. (Head coach of Swim Team)
The golf professional also mentioned that skills learnt from certain sports were not
the only thing that parents were expecting; they were also expecting their children to be a
good person after participating in the program.
I think their expectations are that we are going to teach their children not only golf
but also the essence of golf, and their expectations are what their behavior's going to be
on the golf course. We also help them understand that taking care of the golf course is part
of the game. Playing golf is just one part of the game. (Golf professional)
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4.2.3.2 Program Goals
Coaches were asked what goals they were expected to achieve during the summer
time in order to assess whether they had explicit ideas about what they should do to meet
parents’ expectations. The golf professional mentioned in the interview what kind of
experience he wanted to create for children in the following quote:
Well, we want them to become more proficient and enjoy the game so they continue
to play it as they get older…but we really do want them to enjoy playing and they can come
out as a family, that would obviously bring more business for the club the more they are
out here. …Introduce them to the game but also retain them, keep them involved in the
game and not have them quit a few years down the road. So you have to make it more fun
and make the environment fun for the kids, so they enjoy coming. (Golf Professional)
The tennis professional explained the reason for the specific age setting and course
arrangements in the following quote:
The Tuesday and Thursday I do is an introductory program for kids that are
between the ages of 4 and let’s say 8 or 9. So the Tuesday and Thursday that I run are
basically getting kids into the game and teaching them the fundamentals. Let the kids get
to know one another on the tennis court and make it fun for them. My brother works on
Mondays and Wednesdays with more advanced kids and those are the ones who also played
in our junior tennis competition that happened the second week of July the last 8 years or
so. So things are little different there… So with our younger kids, we are not so competitive
but when kids get a little bit older, we present games in the classes and we try to do one or
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two interclub competitions a year to get kids ready to compete, and, of course. While we
are planning, while we are coaching, we talk about what it means to compete. (Tennis
Professional)
As well as pressures to meet the expectations from parents and children to improve,
the head coach of the swim team and the tennis professional also felt that the club
championship affected their goals:
…The coaches are trying to train the kids to swim as fast as they can within 6 or 7
weeks in the summer, and we try to train them within our system so they can join camps
when they are 17…As the score board you can see, we want to compete every year and that
is the goal. (Head coach of Swim Team)
…But ever since we set competitiveness in our junior program with this tournament,
we do have a bit more of a competitive side. I would say to continue to develop their
competitive sides in tennis, and this has been a priority since we decided to compete in our
conference tournament. (Tennis Professional)
According to the data, each program had specific plans for their programs. All of
them divided children into different age groups, and the goals for each group differed
slightly. Coaches designed courses with entertaining content for younger children (4-8) or
children with lower competitive levels. The primary goal for these children was to teach
them fundamentals about the sport and keep them interested. For advanced children, with
higher competitive levels, the program goal was to offer them systematic training, develop
them as competitive players and lay the foundation for their further development.

51
4.3 Parents’ Perceived Benefits and Experience Values through Children’s Programs in
Case Country Club
4.3.1 Overall Experience Realms
Three out of the four experience realms appear to perform well from the parents’
perspectives. Education, esthetics and entertainment obtained average scores above 4 (out
of 5); however, escapism only received an average score of 3.28 (out of 5), with the largest
value of standard deviation, indicating that parents differed with regard to escapism. From
the results, education and entertainment were the dominant domains among the four realms.
Table 4.3 Overall evaluation of experience realms
Experience Realm
Education
Esthetics
Entertainment
Escapism

Mean
4.41
4.32
4.45
3.28

Standard Deviation
0.53
0.57
0.51
0.81

Specifically, in the section of education, parents admired the coaches and staff of
the children’s programs. They praised their efforts and acknowledged their expertise.
Parents also valued the sports knowledge that their children gained through the programs.
As mentioned earlier, parents sent their children to participate in the children’s programs
because they expected their children to learn certain sports and emphasized skill-building
and improvements. Therefore, with regard to education, the quality of coaches and staff, as
well as their children’s knowledge acquisition, was highly valued. The pleasant
environment offered by the case country club was highly valued by parents in the esthetic
section. Parents indicated that the comfortable environment maintained by the country club
matched their expectations. In the evaluation of entertainment, parents tended to agree
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strongly that they enjoyed watching their children play sports or watching them practice.
Additionally, parents who chose golf or tennis as their favorite program also illustrated that
they enjoyed conversing and playing golf or tennis with their children.
The section of escapism, in contrast, did not receive as much recognition as other
sections in the evaluation of children’s programs in the country club. The average score of
escapism was low, and parents seemed to disagree with the survey statements under the
category of escapism. One statement in the category of escapism received the lowest
average score among all of the statements in the questionnaire. The question read “sending
my child to the junior program gave me a break from my daily routine.” The overall
average level of agreement with this statement was 3.08 (out of 5), meaning parents did
not send their children to junior programs because they wanted to get away from them. The
results of motivation choices also indicated that no parents chose the option of “the
convenience of having the club supervise my child when I am not available.” This
confirmed that parents were not sending their children to a program to get away from but
rather to spend more time with their child.

4.3.2 Favorite Program
According to Table 4.4, 34.38% of the families selected the Junior Golf program as
their favorite program, while 31.25% considered the Junior Swim team as the best option.
Both the Junior Diving team and Junior Tennis program had the support of 15.63% of the
families, and only 3.13% preferred Swimming Lessons. Since there was only one sample
under Swimming Lessons, this category was eliminated for future analysis.
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Table 4.4 Favorite Program
Program

Number %

Junior Golf Program

11

34.28

Junior Swim Team

10

31.25

Junior Diving Team

5

15.63

Swimming Lessons

1

3.13

Junior Tennis Program 5

15.63

Parents were also asked in the open-end questions why they favored certain
programs; 23 comments were collected. One comment was eliminated because the family
had participated in only one program the previous year, and it seemed to be their only
choice. Inductive analysis was applied to discover patterns and themes (Johnson &
Christensen, 2004). Table 4.16 shows the common themes that emerged for this question.

Table 4.5 Tabulation of Comment Themes
Question: Among all the activities in the question above, which one is your favorite and
why?
Responses
Father
Mother
Total
References to kids’ favorite and overall experience

3

1

4

References to outstanding coaching

3

4

7

References to team environment

2

2

4

References to skill building

1

1

2

References to course content and schedule

2

3

5

The majority of the comments pointed out that outstanding coaching was why
participants preferred certain program over others. Seven parents expressed their
recognition of coaches in the following responses:
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“Coach Phil was the greatest asset of the program. His enthusiasm was contagious.”
“We loved Coach Bob and Steve!” (Both coaches from Junior Swim Team)
“Outstanding Coaching.”
“Really impressed with the interaction and attention the entire staff gives to the
kids.”
Research observation also noted that children who participated in these programs
were very close to their coaches. For instance, after daily practice, the coaches of the swim
team congratulated children, acknowledged their improvements and encouraged them. The
coaching staff and life guards were patient with the children and knowledgeable about their
specialties. Most of the lifeguards of the swim and diving team were selected from local
high schools and colleges. They were young, energetic and kid-friendly. One child
mentioned to the author how he loved one of the lifeguards:
Nick is my buddy! I want a big brother just like him!
Children greeted their coaches and staff wherever they met. In addition to
participating in programs, golf and tennis professionals would also attend other family
entertainment activities. When the children saw them, they would call their names loudly,
rush to them and hug them.
Parents also noted their appreciation for the content and program schedule in the
open-ended questions. Specifically, they indicated that because of the program, their
children learnt how to play certain sports, resulting in their ability to play family sports.
“Allowing the kids to play 3 or more holes gives them actual experience with the
game.”
“Coaching staff made practice fun and low pressure.”
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“Hard to pick a favorite. We liked both, but tennis was a little more accessible for
the kid's schedules. The kids also looked forward to tennis and didn't look forward to golf.”
“Instructors and fixed schedule.”
“My child enjoyed this sport the best - enjoyed the "games" and the instructors for
this program.”
The team environment was frequently mentioned in the comments as a criterion for
evaluating the quality of the program as well.
“Luke not only enjoyed learning more about the sport and its rules, but enjoyed
immensely the relationships forged with everyone from the golf staff associated with the
program.”
“Great team experience for my children.”
“The sense of team and pride is the greatest- and they get all swimmers involved,
regardless of skill.”
Parents also considered their children’s opinion and their overall impression of
certain program as critical criteria.
“The swim team is a full-service, well-rounded program. Very much liked tennis as
well.”
“That was her favorite.”
Lastly, two parents mentioned that the program offered their children a chance to
build new skills and enjoy these skills as a family after participating in the program.
“My husband and I do not play tennis. It is great to have someone helping the kids
learn how.”
“She wants to learn the finer points of golfing so we can play as a family.”
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4.3.3 Suggestions for Improvements
At the very end of the survey, parents were asked to offer more suggestions and
comments regarding the children’s program. Thirteen parents responded to this question.
Inductive analysis was applied to analyze the themes and patterns (see Table 4.17).
Table 4.6 Tabulation of suggestion themes
Question: Do you have any suggestions to improve Midwest Country Club's junior sports
programs? (Optional)
Responses
Father
Mother Total
References to complaints about conflicting schedules
1
2
3
References to dissatisfaction with service ratio
2
3
5
References to being upset about course content
1
2
3
A number of the parents expressed their concerns about the ratio of instructors per
child. More especially, all of the comments indicated that the junior golf program needed
a smaller ratio in the future. The following responses conveyed this concern. The first
comment came from a mother whose child participated in the junior golf program, tennis
team and swim lessons:
“I felt the golf program needed a smaller ratio of instructors to children. The kids
seemed to get bored because of the length of time between turns.”
The second and third comments came from fathers who also suggested one-on-one
individual instruction times for younger kids:
“Might be nice to have a little more 1-1 time for the younger kids.” “While my
desire is for my kids to improve at the sport, it is also for socialization….Golf: Provide a
little more individual instruction during the skills classes on Fridays. For socialization and
skill development require that the kids play with different kids each week (Tuesdays).”
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Parents also expressed their dissatisfaction with schedule conflicts between
different programs. According to the program schedules, as shown in Table 4.7, several
conflicts existed between different programs. Parents complained about the inconveniences
resulting from those conflicts. Additionally, they believed those conflicts would reduce
their children’s chances to learn more sports. Parents expressed their concerns in the
following quotes:
“Consider evening or late afternoon junior tennis lessons because of cooler
temperatures (it's hot on those cement courts at noon). And there may be fewer conflicts
with other “Midwest” junior activities and non-“Midwest” camps that typically meet
during the morning or early afternoon.”
“If diving practice & advanced tennis times could be coordinated better so as not
interfere with each other it would be dramatically better. It shouldn't be an either or choice.”
“The junior programs should be coordinated so that children can play golf and
tennis and fully participate in the swim program without having to miss lessons and or
practices.”
Participant observations also revealed that if kids wanted to be truly involved in
different programs, they would need huge family support. Parents needed to pay for those
courses, drop children off and pick them up on time for daily practices, buy lunches and
snacks, and, more importantly, encourage them to finish the course. Conflicting schedules
caused a lot of inconvenience for parents and reduced their enthusiasm, especially when
they were trying to participate in multiple programs.
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Some parents were disappointed by the competitive course environment and the
course content. One father felt the swim team needed focused more on stroke instruction
as indicated by the following comments:
“There needs to be more stroke instruction during practices. I understand the team
is about promoting swimming in a fun team environment. However, I feel there is a missed
opportunity for some basic instruction to be administered. ”
Mothers also expressed their concerns about the competitive course environment.
“I would like to see more understanding that some members on the “Midwest”
team are NOT year round competitive swimmers. I wish there was a little more focus on
fun.”
“Our daughter participated in all 3 programs - swim team practice, junior golf
lessons, and tennis. Swim Team - for a first time swim team participant, I think she was a
little intimidated by the program. I'm not sure if it may help to split the course into a
competitive and non-competitive track to try to "encourage" some of the little ones and not
make it so intimidating for them?”
Observation data also indicated that children at a lower competitive level tended to
be depressed when the championship took place. Since the swim team, diving team and
tennis team were competing during the championship, more focus was given to the children
who would represent the Midwest country club Children with lower competitive skills sat
aside and watched others practice or felt disappointed by not being selected. Among those
kids, some of them were under 8 years of age and had just started learning, while some of
them were older with lower competitive skills.
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An interview with the general manager of the club also indicated that parents were
upset by these circumstances:
…I honestly think that for some members out there, this is what they dislike about
our program. They want to know how come their child practices every day, but this one
comes maybe once a week and gets to swim over my daughter who's here every single
practice. But that's because Johnny is a faster swimmer than Susan… (General Manager)

4.4 Program Design and Implementation
4.4.1 Course Content and Schedule
The case country club uses fliers to promote their junior programs. According to
the documentation data, those fliers contained course schedules, course content and fees.
Coaches designed the teaching content and the administration organized schedules for each
course. The data indicated that each program divided children into different age groups
with different training schedules. Combined information on the fliers was collected from
each program. Table 4.18 presents the detailed schedule of the entire children’s program in
the country club. According to the schedules, there were several conflicts: conflicts
between Tennis (age 6-8) and Dive (Age 8 and under), Tennis (age 10 to 18) and Dive (12
and over), Golf (4-7) and Swim Team (8 and under) and Golf (8-9) and Dive (9 -11).
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Table 4.7 Program Schedule
Program

Group
Mighty Mites (Age 4-6)
Rookie Ralliers (Age 6-8)
Junior
Tennis
Intermediate Player (Age 9-12 )
Advanced Player (Age 10-18)
Junior Swim Age 9 and over
team
Age 8 and under
Age 8 and under
Junior Dive
Age 9 to 11
Team
Age 12 and over
Future Champions ( Age 4-7 )
3 Holes (Age 8-9 )

Junior Golf
Program
6 Holes (Age 10-12 )
9 Holes (Age 13-14
18 Holes (Age 15-16 )

Schedule
12:15 - 1:00 Tuesday/Thursday
11:30 - 12:15 Tuesday/Thursday
11:30 – 12:30 Monday/Wednesday
10:30 – 11:30 Monday/Wednesday
9:15 -10:15 Monday-Friday
10:15 – 11:00 Monday-Friday
11:00 -11:45 Monday-Friday
10:15 – 11:00 Monday-Friday
10:45 – 12:00 Monday-Friday
10:30 – 11:15 Friday
9:30 – 11:00 Tuesday
9:30 – 10:25 Friday
9:00 – 11:00 Tuesday
8:30 – 9:25 Friday
) 8:00 – 8:45 Tuesday
7:30 – 8:25 Friday

In addition to the schedule, coaches explained course content in their fliers,
especially about the programs for younger children. For example, the golf professional
described the program future championship in this way:
We also offer a Future Champions session for youngsters of ages 4-7 featuring six
45 minute sessions to introduce various activities proven to facilitate proper athletic
development for golf. These sessions will also include an introduction to the game of golf
and cover safety, etiquette, rules, and sportsmanship, along with specific golf instruction.
(Junior Golf Program handbook)
Documentation indicated that only the junior golf program had a written syllabus
that gave parents a clear idea about what their child was going to learn in every single class
(See Appendix B).
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According to participant observation, the golf program was the only program where
parents attended an orientation before the course began. This orientation targeted parents
whose children had never participated in the program before. During the orientation, golf
professionals introduced the course content and schedule to the parents, mentioned the
dress code and emphasized safety and etiquette. However, the attendance rate was low for
the orientation; fewer than five parents attended the orientation.
Golf professionals also noted that the detailed orientation plan was the key to
ensuring the quality of the program:
Well, we have a written syllabus we follow and what we going to do each week. So
we just kind of go by that, that's our guideline…That is also why we think the program is
so good because it is detail orientated. The syllabus goes to the parents and explains
everything. (Golf professional)
The head coach of the swim team also mentioned that an explicit plan helped them
to match parental expectations and needs.
In order to match expectations ,the coaching staff provide a framework or a very
specific short version of what we are trying to accomplish, and we want the parents, first
of all , to trust us and respect what we are trying to do…(Head coach of Swim Team)
While the tennis professionals believed in good leadership and direction, they felt
that their program should be determined by the children:
First of all, we have to have good leadership. My brother and I both do the
programs, so we hire staff that do tennis, but again we run the program based on the kids
and based on the directions we feel, and what kind of kids we have with us. (Tennis
Professional)
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However, he did insist on one thing in his teaching plan, and that was the ratio of
children to instructors.
One more thing I feel that we are doing good (well) in there is that we have a good
ratio of instructors to kids, I try to stay at about 5 or 6 kids for every one instructor. So I
feel like, we have a good ratio. (Tennis Professional).

4.4.2 Personnel
In the case study country club, the head coach and professionals were responsible
for hiring their own staff. As an important component of experience delivery, evaluating
hiring standards is essential, and so questions were asked related to staff recruiting.
All three programs intended to hire experienced staff who had worked at the case
study country club or worked previously with the professionals to increase the consistency
and quality of the program.
We have a lot of experienced coaches, we have a ton of experience. For example, I
have been a coach for 29 years. Bob, the other coach, coached boys and girls for
Bloomington High School for over 30 years, and we had a number of college-aged division
one, division two, division three swimmers to assist the program. (Head Coach of Swim
Team)
Obviously, the knowledge and experience of our staff are huge assets for the
program. I have been in the golf business for about 24 years, Mark has been in it for 30,
and Will has been in it for about 10 years… (Golf Professional)
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…Most of my staff return. I do have some new every year, but we do have around
3-5 people. And most of the staff I hired had either been taught by me or had worked with
me not only at the country club but also at the rec club (his own tennis company)… (Tennis
Professional)
Coaches also mentioned the need to understand the country club culture, enjoy
children and have the ability to communicate. More specifically, the head swim coach, who
hired a lot of life guards from local high schools or colleges every year, explained his
standards of staff selection in the following quote:
First of all, they have to enjoy kids. They have to understand a little bit of country
club culture, you know what I mean, country club swimming is not the same as US
swimming, it is more laid back. They have to be good communicators, good listeners and
we are providing this opportunity for members of the Midwest Country Club.” (Head
Coach of Swim Team)
The golf professional expressed a similar opinion in his interview:
They need to be people persons; they need to be able to communicate. They cannot
be withdrawn or introverted. It is an extroverted industry because we are dealing with
people daily face to face. So that's the biggest thing that I would look for. (Golf Professional)
Coaches and club professionals tended to be more interested in working with people
who were experienced in their field and who were able to communicate and adapt to the
country club culture and settings.
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4.4.3 Environment and Facilities
As observed in the case study country club, each program hired staff to maintain
and preserve the pleasant environment of the golf course and pool. The golf professional
hired specialists to raise and monitor grass and maintain the tidiness of the golf course all
year round. As mentioned earlier, in the junior golf program, professionals not only taught
children golf skills but also helped them learn how to take care of the golf course. Similarly,
swim coaches wanted lifeguards to clean and maintain the pool. Lifeguards would also
organize practice materials and sweep the floor of the restroom. The club also hired
gardening specialists to plant and feed flowers and to alternate varieties based on seasonal
changes to create an elegant and pleasing environment for the members.
The golf carts in the case study country club were all environmentally friendly
electric carts; an individual building was dedicated to cart charging. The golf course also
provided package services, as they organized member golf packages based on their member
numbers and so put children’s and parent’s golf equipment together.

This made it more

convenient for members and their children to check-in and check-out their golf packages.

4.4.4 Monitoring Experience Delivery
In order to achieve goals and match expectations, an ongoing check on the
programs’ implementation process is critical. Questions related to monitoring and
improving programs based on current issues were asked during the interview.
One thing that all three coaches mentioned as a criterion for evaluating program
qualities was the number of children who returned to the program the following summer.
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Based on the interview with the general manager, this was also the most widely used
method of evaluating the quality of the children’s program.
The golf professional explained this consideration in the following quote:
I think one of the biggest things to evaluate is how many people return year after
year. They have other options if they think this program doesn’t meet their needs, other
public programs and facilities. Some people are not only members here but also
somewhere else, and can put their children in their junior program. (Golf Professional)
The tennis professional also gave his opinion:
…So when it comes to determining the quality, I looked at how many people signed
back. I may look at how many people give up, and if we lose a lot of people, that means we
are not doing something right. And if we are gaining people, or we are stabilizing, a lot of
times that feels like a good indication... there are certain things that keep people from
participating but the numbers since I have been have been fairly stable.”(Tennis
Professional)
In addition to monitoring the return rate, coaches and professionals also monitored
their staff. For instance, the golf professional would train his staff individually, let them
follow him and observe, then check on their performance. He also believed that
communication during those interactions benefited him as well:
It is really just through training and observation and having one them with me on
a given day. Another day, I might be with somebody else. They see how I am doing it, and
I can see how they are doing it. Sometimes they teach me how to do something, sometimes
I teach them how to do something. (Golf Professional)
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The head coach of the swim team insisted that the passion his staff had for children
was also an efficient way to monitor their performance.
That's how we monitor the staff. If I am answering your question correctly, it is
that they believe the children will benefit from the experience or knowledge of the staff
based on whether they are currently a swimmer, or like Bob and I who are in our fifties
and still coach.
Additionally, based on researcher observation, the coaches also obtained feedback
from the parents. A number of parents communicated with the coaches before and/or after
class; coaches tended to be easy accessible and willing to communicate. Because of these
frequent parent interactions, negative feedback was rare.
Based on their economic status, based on the way they want the best for their kids,
every parent will have a comment (about) how we can do things better, but I would hope
that every year we have parents' concerns about the quality of the program in mind. (Tennis
Professional)
Some of the parents will definitely speak a little bit more, you know what I mean,
but based on what the staff hears from parents, the feedback is very positive. It hasn’t been
an issue in the 7 years I have been here. (Head Coach of Swim Team)
We see them on a weekly basis when they drop their kids off or pick them up. They
bring them out to play or to practice outside of the junior program… I rarely hear people
complaining that this program did not provide what they are looking for their child. (Golf
Professional)
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4.4.5 Extended Activities and Events
4.4.5.1 Championship
Researcher observation noted that regional sports championships were held in this
region of the United States. A two-day championship was arranged by six country clubs in
the region, with the host country club rotating every year. In 2013, the championship was
hosted by the case study country club. Swimming, diving and tennis were the competitive
events. Each country club selected a delegation to compete, and scores were accumulated
by the clubs represented. Therefore, to achieve success and increase a sense of honor and
pride, the swim program, diving program and tennis program emphasized competitiveness.
This championship was the biggest summer event for the families, and both children and
parents were excited and enthusiastic. Before the championship, the case study country club
also held several internal practice competitions, and parents expected their children to win
medals in the championship. A member talked to the author about how excited she was
when the author was working near the pool:
I am so excited about the championship. I expect to see Cathy (record holder) win
the girls’ 50 butterfly again…yes, she has been working so hard on it. Our family will all
come to watch this weekend… (Member of case country club).
According to the documentation data, the case study country club promoted the
competition in their monthly newsletter and called for volunteers as follows:
“This is a great way to showcase Midwest Country Club’s hospitality and new
clubhouse facilities. It’s “all about the kids” this weekend and if you’d like to volunteer, we
could surely use your assistance in the areas of Parking, Awards, Bullpen, Diving, Opening
Ceremonies, Swimming, Timers and Merchandise.”
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During the two day competition, parents, as well as other family members from
other clubs, came to the case study country club to watch their children compete. Parents
would cheer for their children beside the pool and took pictures. Some took videos to record
their children’s performance.
After the conference championship, the designated country club would also
publicize performances of the championship in their newsletter. In 2013, the case study
country club crowned junior champions in tennis and swimming and won third place in
diving, an improvement of two spots compared with the competition in 2012. They also
posted pictures in the newsletter, with the children looking happy and confident.

4.4.5.2 Recreational Activities
In addition to the championship, the case study country club also held parties and
other recreational activities. After the first competition day, the club held huge carnival
party, which over 250 children attended. The case study country club invited professional
DJs, clowns and face painters to entertain the guests. Members from the case study country
club volunteered to decorate the club house. The children ate cotton candy centerpieces,
and the club chef prepared a special children’s menu of corn dogs, French fries and chicken
nuggets.
After all the junior programs had ended, both parents and children were invited to
recognize the accomplishments of the children, who were awarded prizes based on their
performance and improvements during the programs. Documentation data also indicated
that the club’s newsletter published the children’s names, the prize(s) they won and pictures
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of them holding a trophy. Management interns at the case study country club made a junior
sports video recording children’s everyday activities, which was presented during the
recognition party.
“The junior sports season drew to a close on Tuesday, July 23rd with the Annual
Junior Sports Recognition Party. One hundred fifty-six children, parents and siblings
joined in the festivities to recognize their accomplishments.”
“Some of the highlights of the evening were recognizing: Junior Tennis “Player of
the Year”, Chris Reed; “Most Improved Swimmer”, Taylor Meier; 6-hole Boys’ Golf
Champion, Matthew Boggs and 9-hole Boys’ Golf Champion, Parker Hofstadter; Midwest
Country Club’s Junior Tennis Team sixth out of seven Junior Tennis Classic defending
Champions and ‘Midwest’ Country Club’s second consecutive Swimming Championship.”

4.5 Social Interactions in Children’s Programs
4.5.1 Interactions between Children and Peers
Close relationships occurred not only between coaches and children but also among
the children. The children were divided into different age groups, so they were able to
practice with their peers. As observed, children in the younger age groups (under 8) tended
to be more harmonious with each other; however, children in older age groups (over 8)
tended to be more competitive. All the children in the younger age groups were just starting
to learn the sports, and were all beginners; however, in the older age groups, children
tended to focus more on improving skills and on competing with each other, since they
needed to compete for the few spots available on the championship team. The case study
country club printed a huge poster board and hung it next to the swimming pool a few
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weeks before the championship. On the poster board, the record for each event was listed.
Lizzie, a 10-year-old competing in the 50 meters freestyle and butterfly, stared at the board
one day after practice and talked to the author with both her hands in fists.
“I have to beat Cathy (record holder), I can do this! And we will win the relay!”
When the author asked her if she were confident that “Midwest” country club would
win the championship, she replied,
“Yes we will! We are the best team!”

4.5.2 Interactions among Family members
Documentation data also showed that members appreciated the perceived benefits
of the activities. In the monthly newsletter distributed by the case study country club, one
member family expressed enjoyment at having family sports activities in the club:
“‘Midwest’ country club is an enjoyable place to gather with family and friends for
meals and celebrations throughout the year. It’s a great place to relax, and we appreciate
the wonderful staff and beautiful facilities. The kids love to get together with their friends
at the pool, and the whole family enjoys playing tennis there in the summers.”
Family-friendly activities were also emphasized by the junior golf program. The
program required parents to play golf with their children at least two times during the
course. Observation revealed that parents were more willing to take their children with
them once they had learnt from the program. Usually, male adult golfers practiced golf on
Sunday mornings, but during the last two weeks of the junior golf program, fathers would
take their children with them to play on Sundays. Fathers and children would drive one
golf cart, and fathers would use this time to share experiences with their children.
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4.5.3 Interactions between Club Members
The case study country club is a member-owned country club, which means that
the club has a president and board of members who are in charge of making decisions for
the development of the club. For instance, the board hired the current general manager to
operate and manage the club and have the power to evaluate his job performance when
deciding whether or not to rehire him. Board members are also in charge of different
aspects of club operations. Some members are responsible for dining, some for golf and
some for children’s pool activities. During the championships, board members would
recruit other members to participate; members of the case study country club volunteered
to help the club to organize the conference. They had meetings once a week to discuss the
division of work; mothers were in charge of decoration and fathers were in charge of
competition logistics. As observed, members were supportive of the overall club,
regardless of whether their child competed. Members encouraged their athletes and shared
success as a collective. These communication opportunities and activities enhanced
member interactions and created stronger member bonds and club pride.
Families whose children participated in the same program tended to bond more too.
Participant observation data indicated that if two children were close to each other, their
parents also tended to be close. They enjoyed dinner together during the weekends and
played golf or tennis together as well. This suggests that the sports programs and
corresponding championship added value to club membership by strengthening the social
relationships of club members and their children.
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CHAPTER 5 CONCLUSION AND DISCUSSION

The private club industry has been struggling with declining membership,
economic downturn, aging members and increasing competition from the broader
hospitality industry. The researcher believes that clubs need to develop products that attract
elite younger generations and develop them into long-term, loyal members. High quality
children’s programs could be a marketing tool to attract younger generations. Thus, the
quality and performance of the children’s programs in the case country club were evaluated
through the framework of the Context, Input, Process and Product (CIPP) model combined
with a detailed memorable experience evaluation scale
1.Examine the quality of children’s programs in country clubs;
2.Explore parental differences in motivations of children’s programs;
3.Explore factors that contribute to children’s and parental engagement;
4.Investigate the design, promotion and implementation of children’s programs;
5.Propose an evaluative structure designed to monitor the efficacy of children’s
programs within a country club setting.
The data was collected from a typical country club with full services and all kinds
of children’s sports programs in the Midwest of the United States. Participant observation,
interviews, documentation and surveys served as diverse date sources for triangulation in
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order to establish a holistic interpretation of the performance of children’s programs in the
case country club from both the supply and demand side of the market.

5.1 Overall Results
This study found that the junior golf program was the most popular program in the
case study country club. Parents were impressed by the outstanding coaches and instructors
that the program provided. They also admired the course content and overall experiences
the program offered to their children; however, parents complained that the large ratio
between instructors and children, scheduling conflicts among different programs and the
competitiveness of the course content were weaknesses of the program.
The program experience measurement indicated that parents most valued the
education and entertainment components of the children’s programs in the case study
country club. In other words, the results illustrated that increased sport knowledge and
program enjoyment were the most valued factors. More specifically, parents attributed
coaching and staff talent to overall program satisfaction and were glad to see their
children’s knowledge and skill improve. Parents seemed to enjoy watching their children
play and practice; the beautiful environment of the case study country club also increased
overall satisfaction with the programs.
No significant differences were found among the motivations of fathers and
mothers. The results indicated that fathers and mothers in the case country club sent their
children to participate in the sports program for similar reasons. They all expected their
children to improve their coordination skills as they matured and developed. They also
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believed that, with the proper coaching and instruction, their children would become more
successful in competitive sports.
The interview conducted with the coaches of the children’s programs established
the goals, plans, schedule arrangement, content design, personnel and monitoring methods
that coaches used in directing the children’s programs in the case country club. Specifically,
each program had determined goals. They all set age-appropriate goals for different age
groups. For younger children with no skill basis, the coaches wanted them to have fun and
maintain their interest. For older children who had learnt the basics and wanted to develop
their competing skills, the goal of the program was to help them improve.
The golf team had detailed plans for the summer program. These contained not only
schedule information but also course content and other related information such as dress
code and safety issues. The swim team had a framework among coaches, which indicated
course content and staffing. The tennis program preferred to direct their program based on
child skill level rather than a predefined schedule.
The administration of the case country club arranged the course schedules of all
five programs. The administration also designed promotion fliers for the tennis and swim
teams based on information from the coaches. The golf professional established his own
promotion handbook. All three programs claimed that their coaches were their biggest
assets. Head coaches preferred to hire experienced coaches and staff who enjoyed working
with children, understood country club culture and had strong communication skills.
In evaluating the process of children’s programs, head coaches and the general
manager stated that besides communication with parents before or after the courses, onsite
training of the staff enhanced service quality. They believed that the best way to evaluate
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this enhancement and staff performance was to check the retention rate, but it was only a
year later that they could know how their performance was the year before. Feedback from
parents, before or after courses, was considered invalid because of the intimacy between
members and club operators; members did not want to hurt the operators’ feelings by
expressing their real thoughts. Thus, the collection of feedback from members face to face
was biased.
An outline for programmatically evaluating children’s programs in country clubs has
been established. As shown in Figure 5.1, four domains have been revised from the CIPP
model; components related to children’s program were assessed during process.

Context Evaluation

Understand the needs
Set up goals that satisfy those needs

Input Evaluation

Teaching Content; Course Schedule;
Reactions to feedback

Progress Evaluation

Experience Evaluation

Monitor delivery
Reactions to feedback

Experience Realms: Education, Escapism,
Entertainment, Esthetics
Outcome Variables: Arousal, Memory,
Perceived Value, Overall Satisfaction

Figure 5.1 Children's Program Evaluation Outline
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5.2 Discussion
5.2.1

Factors Contributing to Children’s and Parental Engagement in Junior Programs
5.2.1.1 Children’s experience and engagement
Scanlan, Babkes and Scanlan (2005) mentioned that different sport experiences can

lead to different emotional responses, which effect motivational consequences.
Experiences may lead to either positive emotional responses such as enjoyment or negative
emotional responses, for instance stress (Scanlan, Babkes &Scanlan, 2005). Positive
emotional responses may help to increase desirability, which contributes to stable
participation. However, negative emotional responses may decrease desirability, which in
turn, can cause negative consequences such as dropout (Gould, Greenleaf, & Krane, 2002).
By generating and analyzing data collected from the case study country club, path of
children’s experiences of junior programs is shown in Figure 5.2.

Figure 5.2 Children's Sports Experience Path in Case Country Club
Based on the results for the case study country club, the experiences of junior
programs that coaches and manager would like to deliver can be categorized into two types.
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First is the entertainment experience, which means the experiences that programs offered
were more focused on basic skill building and encouraging children to participate in
recreational games with peers. They hoped that children could relax and learn fundamental
knowledge and skills without any pressure. The other type of experience they attempted to
create for children and their families was the competitive experience, which emphasized
advanced skill building. Both coaches and managers expected children to improve during
the programs and to compete successfully during the championship. The target population
for this type of experience is children who have already learned the basics of certain sports
and children who are willing to enrich their competitive skills. However, according to the
feedback from parents and observation, some children at low competitive levels were
stressed rather than entertained by their experiences.
More specifically, children with lower competitive skills in the case study country
club preferred the entertaining experiences of the junior sports programs. Children with
lower competitive skills are usually beginners and need more individual focus and patience
from coaches to experience success and retain their interest in learning. According to the
results of this study, the parents of these children expected their child to enjoy learning
sports and focus more on fundamental skills. Parents mentioned in the survey and openend questions that they really enjoyed watching their children learn and practice without
being overwhelmed. Several parents indicated that junior programs should reduce the ratio
between instructors and children, especially in the junior golf program so that the
instructors could give more individual attention and guidance. Currently, however, these
children experience a competitive environment in the program and feel stressed. Because
the case study country club was selecting contestants for the delegation competition team
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and even though it was not the club’s intention to create a competitive atmosphere, the
children with lower competitive skills felt less competent as the competition grew stronger.
Based on the interview with the general manager, there is another type of child who is not
a beginner but who practices hard and wants to be selected; however, those children may
just not be good enough and feel depressed and less self-confident. Parents were upset to
see their children become less confident and less interested in their chosen sports. Those
negative emotional responses from both children and their parents could reduce their
willingness to participate in the program and lead them to dropout the following year.
Children with high competitive skills in the case study country club, on the other
hand, had the experiences they anticipated, that is, skill building and competitiveness. They
enjoyed the feeling of winning and the success they achieved from competition. Those
positive feelings continued and increased their self-esteem and confidence. Parents also
expected to see their children improve and succeed— one of the most popular motivations.
With the proper coaching and instruction, the children succeeded in the championships and
other internal competitions. Both they and their parents enjoyed those successes,
stimulating their desire to repeat the experience. Therefore, they will sign up for the
program the following year.
Engagement of children is defined by their willingness to participate, be motivated
and challenged by learning opportunities and experience success and a sense of belonging
and creates a desire to stay in the program for a period of time (Walker et al, 2005).

As

discussed previously, the sports experience that matched children’s anticipation and
competitive levels were the positive experiences. For children who reached a high level of
competitiveness, the experience they had in the case study country club encouraged them
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to participate, get motivated and experience success. They wanted to participate, which
increased their engagement with the program. However, children at a low competitive level
whose experiences were not entertaining felt depressed and lacked a sense of belonging,
decreasing their desire to participate and reducing their engagement with the program.
Therefore, the sports experience children obtained from those programs was the most
influential component contributing to their level of engagement.

Coaching
and Staff

Family
support

Children's
Engagement

Sports
Experience

Peer
Interaction

Figure 5.3 Components that contribute to Children’s Engagement
As shown in Figure 5.3, coaches and staff, peer interaction and family support were
identified as other important components contributing to a child’s engagement in junior
programs in the case study country club. According to the Carnegie Council on Adolescent
Development (1989), the quality of staffing is the most significant contributor to program
effectiveness. Coaches and staff who were good communicators, knowledgeable about
their specialties and kid-friendly were recognized as important assets of junior programs
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in the case study country club. This is considered one of the most important criteria for
parents in evaluating the education experiences of junior programs. The performance of
coaches and staff also strongly influenced the likeability and perception of the program.
Parents admired staff efforts and appreciated their contributions. They believed that their
child received proper training to improve their skills from coaches. Children, on the other
hand, enjoyed their services and considered them as close friends. The emotional tie
established between children and their instructors contributed to the children’s interest in
learning and participation.
Children enjoyed playing with their peers in the case study country club. Since
children were divided into similar age groups for courses, those participating in a group
usually obtained a comparable level of cognition and self-awareness. For children who
were beginners, their teammates were their playmates. According to the observation, the
harmony of the interactions among peers contributed to an increasing desire to learn and
participate. For children with advanced sports skills, the teams created by junior programs
developed their initiative to pursue success. The competition among their teammates and
teams from other country clubs motivated their desire for victory. Both the individual and
team competitive events offered by junior programs improved the children’s competencies
and enriched their sense of belonging. Those interactions among peers enhanced their
emotional attachment to the program and thus contributed to their engagement in the
program and to team cohesion. Children enjoyed spending time with their teammates and
bonded during the program. Moreover, children were more likely to participate together in
other recreational events in the case study country club. Hence, peer interactions
contributed to children’s engagement.
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Family support proved to be an important component affecting children’s
engagement. As mentioned earlier, becoming a member of a country club is expensive. In
the case study country club, parents have to pay extra fees to enroll their children in junior
programs. Parents are also responsible for dropping off and picking up their children before
and after programs. Therefore, financial support from the family is essential to children’s
participation. Additionally, spiritual support is also important support, especially during
the championship. Several members from the case study country club indicated that their
family would come to watch the game and cheer for their child. That encouragement
enhanced children’s self-esteem and confidence. According to the interview with the
general manager, there were also occasions when very young children did not realize the
value of those programs and sports and refused to come. Parents would communicate their
perceptions and their expectation to their child in order to help them value the programs
and sports. Thus, without financial and spiritual support from parents and family members,
it would be difficult for children to be truly involved in their programs.
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5.2.1.2 Parental Engagement

Childen's
Engagement

Environment

Parental
Engagement

Schedule

Family
Interaction
and Cohesion

Figure 5.4 Components that contribute to Parental Engagement
The results of the study also helped identify the components that contribute to
parental engagement. Children’s engagement, obviously, is the most influential component.
However, parents had expectations when enrolling their child in those junior programs.
They valued those sports and anticipated that their child would either have fun or enrich
their skills in certain sports. Therefore whether their child’s experience matched their
expectations is vital. On the other hand, children’s engagement also influenced parental
engagement. The more children were engaged in junior programs, the higher desire of
participation they would express, the more they would talk about the program and share
their experience with their parents. Since parents valued their children’s opinions the most,
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if their children loved the program, they would love it too. Several parents indicated that
they were satisfied with the program because their child had a great time. Consequently,
parents would know more about these programs and pay more attention to their quality and
outcomes, ultimately enhancing their engagement in junior programs.
The degree of convenience of the schedule also strongly increased parents’
willingness to participate. As mentioned previously, parents need to drop off and pick up
their child before and after daily practices. Based on the results and interviews, the case
study country club tried to create the most convenient schedule for its members and avoid
conflicts between programs. However, different programs still overlapped and several
parents complained. Since they acknowledged the value of each sport and anticipated longterm benefits for their children, parents from the case study country club were willing to
send them to participate in as many sports as possible. However, those conflicting
schedules became obstacles, which not only caused inconvenience for them but also
reduced their desire to participate. Schedules of junior programs impact parents’
enthusiasm, thus contributing to their level of engagement.
Family interaction and cohesion is considered as an outcome component of parental
engagement. Members of a country club are now living in a time-constrained society. Most
are affluent yet “time-starved” and covet their leisure time with family and friends (NCA,
2009). They expect to spend more time with their children rather than seeking a break from
them. According to the National Club Association (2009), members are seeking familyoriented opportunities to learn, connect, have outdoor activities, enjoy a healthy life style
and interact with different people; spending more time with their children is a major need.
According to the survey, parents who sent their child to learn golf or tennis admitted that
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they really enjoyed playing those sports as a family together. Parents also stated that they
felt they had more in common with their child after participation. Junior programs
enhanced communication and interactions among family members. Parents also recognized
their child’s improvements from playing sports together and more appreciated the value of
junior programs in return. Meanwhile, the championship and recreational events arranged
by the case study country club were wonderful family reunion activities that contributed to
family interaction and cohesion. Particularly, parents whose children were selected as
representatives of the case study country club were extremely proud. Those activities
created more chances for members to spend time with their children and family, fulfilling
their needs and expectations and enriching their engagement in children’s programs.
Additionally, those activities also encouraged members to come to the club house and use
the club facilities more often.
Parents appreciated the lovely environment of the case study country club. It is
known that environment is also a component that contributes to their engagement. As one
of the four realms, aesthetics played an essential role in the entire club experience. The
concept of environment here not only indicated the aesthetic value but also referred to the
condition and maintenance of the program equipment. The delightful and relaxed
environment encouraged members to come to the club. Additionally, during the
championship, praise and admiration of the environment from members of other country
clubs directly increased the case study country club members’ sense of pride and superiority.
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5.2.2

Loyalty Building Through Children’s Programs

As discussed earlier, the more children engaged in junior programs, the more they
liked to participate. They felt a sense of belonging to the program, which
correspondingly enhanced their desire to stay. The same logic applies to parental
engagement. The study showed that sports experiences, coaching and staff, family support
and peer interaction determined children’s engagement. At the same time, children’s
engagement combined with schedule, family interaction and cohesion and environment
contributed to parental engagement. Those factors influenced parents’ willingness to
participate and stimulated their desire to get involved in the program and related activities,
thereby encouraging and enhancing interactions among club members.
Observations of the case study country club indicated that members volunteered
into two teams to facilitate the club during the championship. One team was in charge of
decoration, and the objective of the other team was to smooth the logistics of the
competitions. Members arranged weekly meetings to discuss details and also
communicated with club managers frequently. They expressed their expectations and
thoughts and were willing to help more. Member interactions improved as well as their
sense of belonging. After the championship, members were not only proud of their
children’s achievements but also extremely proud of themselves for facilitating a
wonderful event. Member pride was greatly enhanced by the compliments from other clubs.
This pride consequently motivated their sense of belonging, which untimely contributed to
their loyalty to the case study country club.
As shown in Figure 5.5, a loyalty building pyramid has been established based on
the components identified. Children’s programs influence member loyalty incrementally.
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Each component is essential to the final outcome. The case country club could use junior
programs to maintain current member loyalty. On the other hand, since members obtained
a strong sense of belonging to the case study country club, they felt more connected to the
club and considered themselves a part of it. Thus, they paid more attention to the service
quality of the club and the performance of club events and programs, especially children’s
programs and extended activities during the summer time. Members who communicated
with the club about junior programs the most were usually the members who attended club
events and used club facilities the most. That attention constitutes a voluntarily monitoring
of the club’s performance and will stimulate the development of the children’s programs.
Therefore, the case study country club can maintain and improve member retention by
further developing children’s programs.
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Figure 5.5 Loyalty Building through Children’s Programs
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5.2.3

Systematically Evaluate Children’s Programs in Country Club

The Committee on Community-Level Programs for Youth identified eight features
of organized activities that help children to develop (Eccles & Gootman, 2002; Mahoney
& Larson 2005) as shown in Table 5.1. Mahoney et al. (2003) indicated that the quality of
organized activities is defined by whether a program met those requirements as well as
other material and human resources of the program.
Table 5.1 Features of developmental programs
Physical and psychological safety. The program not only ensures the safety of
facilities and practices but also secures the appropriate peer interactions and
prevents unsafe health practices and negative interactions among peers.
2.
Appropriate Structure. The program offers clear, consistent rules and
expectations, as well as adult supervision and guidance.
3.
Supportive Relationships. The program provides stable opportunities to form
relationships with peers and adults, where social interactions are characterized
by warmth, closeness, caring, and mutual respect and where guidance and
support from adults are available, appropriate, and predictable.
4.
Opportunities to Belong. The program highlights the inclusion of all members.
5.
Positive Social Norms. The program contains expectations and requirements for
socially appropriate behavior and encourages desirable values and morals.
6.
Support for Efficacy and Mattering. The program supports autonomy, treasures
children’s expression, concentrates on growth and improvement rather than
absolute performance and encourages children to take on challenging
responsibilities.
7.
Opportunities for Skill Building. The program provides opportunities to learn and
build physical, intellectual, psychological, emotional and social skills that
facilitate well-being in the present and prepare individuals for health and
competent functioning in the future.
8.
Integration of Family, School, and Community Efforts. The program provides
opportunities for synergistic experiences that integrate transactions across
family, school and community.
Source: Eccles & Gootman, The Committee on Community-Level Programs for Youth,
2002
1.

Since junior programs in the case study country club also emphasized teaching,
they are similar to educational programs. According to the CIPP model it is also vital to
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know whether program achieved its teaching goals and met consumer expectations,
whether the teaching plan had been effectively accomplished its goals are also essential
components that should be used to measure the quality of program. Additionally, based on
the findings of this study, children’s engagement and parental engagement should also be
considered as evaluating components. Greater engagement contributes to the higher
probability of achieving desired goals and outcomes (Walker et al, 2006). The adopted
memorable experience evaluation should also be concluded into the evaluation process
which provided detailed evaluation and perceptions about children’s programs from
members’ perspectives.
Thus, by combining all the measuring components, a revised version of the
country club children’s programs evaluation process had been proposed (Figure. 5.4).
Specifically, checklists for each evaluation step have been proposed to help the case study
country club coaches and manager to monitor and assess their junior programs (see Table
5.2 Country Club Children’s Programs Evaluation Checklist for Coaches).
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Figure 5.6 Country Club Children’s Programs Evaluation Process

First, context evaluation. As discussed in the previous chapters, the purpose of
context evaluation for the junior programs in the case study country club is to accurately
understand member needs and motivations and to set program goals to fulfill those needs.
Therefore, during context evaluation, program designers should be able to answer the
questions related to program goals and member expectations as shown in Table 5.2. Second,
input evaluation. Input evaluation will help coaches in the case study country club to assess
the teaching plan they designed to see if the plan helps achieve the desired goals. Explicitly,
three components need to be evaluated during program design: course content, staff and
schedule. Third, implementation evaluation. During the third step, coaches and the club
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manager need to assess the program process. Based on the results of this study, they should
particularly focus on measuring the engagement level of children and their parents by using
the identified components. Implementation evaluation will also assist them to examine
their service quality and their ability to eliminate negative feedback. Lastly, experience
evaluation. This step should be conducted mainly by distributing surveys to program
participants to assess junior programs in a comprehensive way and to offer valuable
viewpoints from a consumer perspective. Experience evaluation also requires that coaches
and managers examine their own performances. The comparison between club perception
and member perception can efficiently identify gaps and point out potential barriers to help
the case study country club fix problems and improve the quality of its children’s programs.
The results of the surveys will also help the coaches and manager of the case study country
club better understand their members’ needs with the goal of satisfying them in the future.
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Table 5.2 Country Club Children’s Programs Evaluation Checklist for Coaches
Step 1. Context Evaluation
Why did members send their children to participate in my program?
Needs
What did they expect from my program?
What program goals did I set this year?
What kind of experience did I emphasize in my program?
Goal
Did the goals I set fulfill member expectations?
Did the experience I created satisfy the children?
Step 2. Input Evaluation
Did I design a structured course plan?
Did the program plan I designed match my program goals and
anticipated experiences?
Course
Content
Did my program deliver positive values and morals?
Was the course content age-appropriate?
Did I ensure children’s safety?
Did the staff I hired this year match my expectations? If not, why?
Staff
What kind of staff should I hire in the future to help me achieve my
goals?
Was my program schedule convenient for the members?
Schedule
Were there conflicts between my program and other programs?
Step 3. Implementation Evaluation
Did children enjoy the program? How excited were they?
Did they interact with each other a lot?
Engagement
Did my staff and children build up caring and supportive relationships?
How engaged were children in my program?
Did we offer enough family activities for parents to participate in?
How often did my team and I communicate with children and parents?
Reactions to
What negative feedback did I received this year? What caused it? Did
Feedback
I solve the program immediately?
What positive feedback did I receive? How can I keep it?
Was my program plan strictly implemented and followed?
Monitor
Did my program deliver the right experience?
Delivery
Were the equipment and environment well maintained?
Did my program enhance children’s skill building?
Monitor
Service
Did my program improve their performance during competition?
Quality
Did my staff deliver upscale services?
Step 4. Experience Evaluation
Introspection
Did my program achieve my goal? Am I satisfied?
How many children did we attract this year? How many left? Did that
match my expectation?
Compared to the results of the survey, did my program match members
needs and satisfied them?
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5.2.4 Using Children’s Programs as A Tool to Attract New Members
As mentioned earlier, one of the reasons that caused the club industry to shrink was
competition from outside. The city where the case study country club is located has a park
and recreation center that also offers children’s programs during the summer time. The park
and recreation center offer more than 40 programs during the summer according to their
program brochure, and it is open to public. The content of programs ranged from sports
programs to musical programs to art programs. Their mission is to improve the quality of
life for all the residents of the designated city by offering plenty of recreational and leisure
public programs. Therefore, they are willing to lower the price for those who may not be
able to afford it but want to participate. The programs are located all over the city. People
do not have to pay initiation fees or monthly dues to participate; hence, those programs
attract lots of parents.
However, the quality of children’s programs in the park and rec center is not
comparable to the quality of the children’s programs in the case study country club. Using
the swim program as an example, the number of children in each swim course in the
country club is less than 20 and the teaching time is approximately one hour, while in the
park and rec center, the course capacity is up to 45 with only half an hour of course time.
In the case study country club, coaches know every child in the program, are
familiar with their ability and customize training methods to facilitate children’s
improvements. However, in the park and rec center, children may not obtain effective
instruction or attention from the coach because of the large ratio between children and
instructors. The length of practice time also affects children’s improvement and skillbuilding.
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Based on the results of the interviews with the general manager in the case study
country club, most of the staff had been hired for several years, which reduced conflicts
among staff about teaching philosophies, smoothed cooperation, increased familiarity with
children and maintained the consistency of the programs. A steady team not only allowed
coaches and staff to work with each other and enhance their tacit understandings but also
benefitted children who participated regularly. In contrast, the programs offered by the park
and rec center were operated by various institutions and taught by different coaches every
year.
Parents with children in the park and rec programs have to rush to different
locations. Because all of the programs were open to the public, safety might be a concern.
However, for the country club members, they only need to drop off and pick up their child
in the club house and do not have to worry about their child’s safety since the club is
member only. The staff of the club would also look after a member’s child if the members
were late for pickup.
Previous literature has indicated that the younger generations are family-oriented
and expected to spend more time with their family. Various family activities or events were
offered by the case study country club to create more chances and opportunities for
members to interact with their families. In contrast, few programs organized by the park
and rec center were family related.
The children’s programs offered by the case study country club not only enriched
children’s physical competencies, heightened their social abilities and enhanced their
interactions with parents and families but also provided precious social network resources
for its members. By sending their children to junior programs, members have more
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opportunity to spend time with their family and build up valuable networking with other
members. The high initiation fee and dues eliminate unqualified candidates. Staff in the
case study country club only called members by their last name with the purpose of
delivering distinguished experiences. It was also considered as a symbol of social status.
The summary of unique benefits that children, parents and family can obtain from
participating children’s programs organized by the case study country club was shown in
Figure 5.7. Thus, country clubs should fully use their advantages to attract well-to-do
families who want their children to participate in skill building programs and develop them
into long-term loyalty members.

For children:

•Customized skill building training method
•Consistent course content and coach
•Enriched psychological competencies
•Enhanced social skills

For parents:

•Convenient location and schedules
•Guaranteed children's safety
•Outstanding social status and distinguished
experiences
•High-quality social network resources

For family:

•Family interaction
•Family cohesion

Figure 5.7 Summary of Unique Benefits
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5.3 Implications
5.3.1 Theoretical Implications
The country club industry is a unique segment within the broader hospitality
industry; however little research had focused on it (York, 2002). This case study, however,
enriched academic research about the country club industry. Specifically, this study
concentrated on children’s programs in a case study country club. This case study
introduced children’s sports experiences to understand their experiences in the program
and their related consequences. It also identified components that contributed to children’s
and parental engagement. A structured evaluation scale as well as its detailed checklists
have been established with the purpose of assessing design, delivery, and the quality of
children’s programs in a country club. The study also indicated that strengthening the
quality of children’s programs could not only be used as a marketing tool but also applied
to membership management. In addition, this research widened the range of disciplines to
which the CIPP model can be applied. The CIPP model was adopted as a framework and
revised contents have been applied in each evaluation dimension to fit the country club
setting. Moreover, the study enriched the research of experience management by adopting
the experience measurement scale.

5.3.2 Managerial Implications
The McMahon Group (2009) mentioned in their research that a very satisfied and
loyal membership is the proprietary goal for most country clubs. In order to increase
member loyalty, improving their satisfaction level is the first step. Identifying their needs
and recognizing missed opportunities to satisfy those needs is essential. Children’s
programs in country clubs have been considered as a missed opportunity for too long. This
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research established a framework and a checklist for evaluating the performance of
children’s programs though a case study approach. The research also analyzed the gaps
between member expectation and reality, identified problems and helped the designated
club to improve its children’s programs. The framework can also be used as a real-time
monitor tool to evaluate the performance of the children’s program. The country clubs can
monitor and predict their performance by using the framework. Alterations and changes
can be made in a timely and efficient manner.
Offering high quality children’s programs will enhance members’ willingness to
participate in club activities, strengthen their emotional tie to the club and increase their
satisfaction and level of loyalty. The results from this study can also be used as a marketing
tool for the case country club. The case country club can convey to its members how much
they care about children’s program and how much the try to ensure that all family members
have a great time at the club. High quality children’s programs attract large numbers of
children. The more children participate in a club’s activities, the more often families will
come, and the more money they will spend on related services such as dining and leisure
services. As important, current members will be more connected to the country club and
enjoy the high-end community atmosphere. Increasing retention rate is predicted with the
appearance of more family-friendly programs.
High quality children’s programs can also attract younger generations to the club
industry. Children’s programs can increase a club’s membership and contribute to its future
development. Thus, building up a club’s family-oriented reputation can be advantageous
in a competing market. A report conducted by the National Golf Foundation (NGF)
indicated that the majority of country club members join between 30 and 39 years of age
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(See Figure 5.7), indicating that clubs must be prepared to offer multigenerational activities,
events and programs to attract and retain potential members (Howe, 2010). As mentioned
earlier, those members are usually time-constrained and expect to spend more time with
their family and friends. High quality children’s programs offer them a chance to be with
their children and watch their children achieve success. Related events and activities also
benefit their family interactions and build up relationships with other club members.

Age First Joined Club
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30%

30%

25%
20%
15%

16%

15%

9%

10%
5%
0%
18-29

30-39

40-49

50-59

60+

Age First Joined Club

Source: Howe, Club Industry Trends and Economic Outlook (2010)
Figure 5.8 Age First Joined Club
Further, from a family function perspective, the benefits of providing relevant
experiences for the children of country clubs could play an important role in strengthening
family bonding and contributing to children’s physical and intellectual development.
Parents can enjoy playing golf and tennis with their children; the championships held every
weekend can also be a chance for family reunion. Participating in those children’s programs
also offers parents a chance to spend more time with their children, which they very much
desire.
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5.4 Limitations
Despite the contribution to both theoretical and empirical application, there are
several limitations of this research. First, due to the fact that this is a case study the
generalizability of the results can be improved in the future. The findings were expected to
be more general and universal with comparisons between different cases. Second, it is
difficult to get full access to the consumer data in the country club industry due to the
privacy policies of the country club industry. Therefore only members’ opinions had been
collected by the anonymous online survey. More access to consumer data was expected
and data was also expected to be collected from different methods and different consumer
source, for instance, interview with members and obtain access to children.

5.5 Direction for Future Studies
The research pointed out some directions for future researches to explore. First,
future studies are encouraged to triangulate the findings from this study through different
research methods with a larger scale of survey. More evaluations of children’s programs
can be conducted in more country clubs. More interviews with program designers also
could be conducted and more survey responses could be collected. With larger sample
numbers, the limitation caused by small sample will be eased and results with more
generalization will be discovered.
Second, it is recommended for future studies to collect data directly from children.
As an important component and actual experience of those programs, their opinions will
deeper the understanding of current performance. As a potential member of the club, their
needs and expectations should be considered.
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Third, there are also other types of children’s activities in the country club industry.
This research only investigated educational children’s activities. It will be interesting to
know what are parents’ perceptions and evaluations about entertaining events and activities
in the club industry. Future researcher can attempt to establish evaluation system to
entertaining children’s activities as well. It is also encouraged for future studies to apply
the findings of this case study into other sectors of the hospitality industry.
Forth, it will be diverting for future researchers to conduct in-depth interviews with
members and their families. Investigating long-term benefits that parents and family were
gained from participating those activities, despite sports skills what other improvements or
qualities they believe their children obtained through those programs and how their club
experience changes among interacting with other families in the clubs.
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Appendix A Semi-structure Interview Questions

1. What is your understanding of parents’ motivations/expectations about your
program?
2. Did those expectations and motivations changed among all these years?
3. What kinds of experience you want create for children and their families by
participating in your program? Or what is the goal you want to achieve when you
direct your program?
4. What kind of long-term benefits you think that families can gain from participating
in those programs?
5. What criteria or features your program has that match parents’ expectations?
6. How do you implement your program in order to deliver and to achieve these goals?
7. How do you direct your team to achieve that?
8. What characteristics you are looking for when you hiring your staff?
9. Can you describe the best part of your program? Or your selling point?
10. Did you design the promotion filers and posters? Will members communicate with
you about your program?
11. What kind of positive/negative feedback you may get from families? Any changes
based on that?
12. What criteria or standards you use to value the quality of children’s program?
13. How will you evaluate your co-workers and management team? What kind of
improvements you may want them to make in order to help you to run children’s
program better?
Special questions for general manager:
1. As a general manager, what is the difference between club members and regular
hospitality customers based on your understanding?
2. Can you briefly introduce the history of children’s program in this country club?
3. How will you value the performance of the coaches? Anything you may want them
to improve in the future?
4. What are the advantages you think “Midwest” country club’s children’s programs
have compare to other country clubs?
5. What is your most unforgettable children’s activity last year? Why?
6. What kinds of benefits that the club gained from having those programs?
7. How will you evaluate your co-workers and coach team? What kind of
improvements you may want them to make in order to run children’s program better?
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Appendix B Junior Golf Programs 2013 Calendar of Events

Friday May 31st

Junior Golf Parent’s Workshop (Clubhouse @ 5:30pm)

Sunday Jun 2nd

Registration Deadline

Friday June 7th

Lesson Day 1 & Future Champions

Tuesday June 11th

Play Day 1 - Scramble

Friday June 14th

Lesson Day 2 & Future Champions

Tuesday June 18th

Play Day 2 - One Best Ball of the Group

Friday June 21st

Lesson Day 3 & Future Champions

Friday June 28th

Lesson Day 4 & Future Champions

Tuesday July 2nd

Play Day 3 - Individual Medal Play

Friday July 5th

No Class

Tuesday July 9th

Play Day 4 – Junior Guest Day – Better Ball of Partners

Friday July 12th

Lesson Day 5 & Future Champions

Tuesday July 16th

Play Day 5 - Individual Medal Play

Friday July 19th

Final Lesson Day 6 & Future Champions

Tuesday July 23rd

Junior Players Championship (Tee times starts at 8 am)
Junior Program Awards Ceremony (5:00 pm)

Saturday August 3rd

Parent – Child Golf Event

